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Introduction 
Banking sector remains tlie focal point in tlie financial system of any country. 
Bani<s are special in view of their specialized functions in the intermediation and 
payment system. In India, too, economic development has evolved around the 
banking system. 
On the eve of independence, Indian banking system have inherited 2,876 
branches, serving an average population of 82,000, with Rs.860 crore deposits 
and rupees 470 crore of advances along with the responsibility of recuperating 
the war-torn economy saddled with poverty and unemployment. 
The first banking revolution started with the nationalization of 14 banks on July 
19, 1969 with a view to extending credit to all segments and to mitigate the 
regional imbalances. The second dose of nationalization of 6 more commercial 
banks took place on April 15, 1980 further widened the sphere of operation of the 
public sector banks. Banks were thereby forced to change their attitudes in favour 
of social banking, which was given the highest priority. The period from 1985 to 
1990 was a phase of consolidation, which is marked by slowdown in branch 
expansion and special thrust on internal controls. 
The last decade of the twentieth century witnessed introduction of far reaching 
changes in different facets of the Indian economy. Prior to financial sector 
reforms, commercial banks functioned in a regulated environment with 
administered interest rate structure, high reserve requirements and restricted 
credit flows. These restrictions led to credit rationing resulting in low level of 
investment and growth, decline in productivity and erosion of profitability of the 
banking sector. In the background of these constraints, the liberalization of the 
banking sector began in 1992 with the publication of the 'Narasimham 
Committee Report' and the implementation of the recommendations of the 
committee 
These financial sector reforms launched since 1991-92 qualitatively 
revolutionized Indian banking. Indian economic environment has been witnessing 
a path breaking reform measures. The financial sector, of which banking industry 
is the largest player, has also been undergoing a complete metamorphosis. 
With the implementation of wide range of financial sector reforms since 1991, 
there has been a sea,change in the operating environment of banks in India. The 
increasing emphasis on globalization of Indian economy opened up new avenues 
and challenges for the Indian banks. 
Banking industry in India in 1990 consisted of 70 players, 27 of these were in the 
public sector, 24 in private and 21 were the foreign banks. Ten years later, 
banking industry is highly expanded with the number of foreign banks nearly 
doubling. Ten banks that are more new got added to the private sector. At the 
time of reforms, most of the products offered by banks were plain vanilla. 
Massive expansion of products and services took place in the last decade driven 
by the power of technology. 
From a few traditional products of deposits, advance in the pre-liberalization 
stage banks today have countless innovative products apart from enlargement of 
the existing base products- deposits and advances in multiple forms. Today's 
banking offers Credit cards, Debit Cards without the hassles of convertibility of 
exchange procedures. There is home banking, mobile banking, e-banking and 
vector of other services. 
Post liberalization in the early 90s, the Indian economy witnessed an upsurge and 
the corporates experienced unshackling of state controls. The WTO and internet 
speeded up the process of globalization and enabled unfettered entry of 
multinational corporations, thus creating competitive environment. In this 
changing scenario, HR professionals are expected to acquire different kind of 
competencies particularly skill related to managing a fiat and fiuid organization. 
Job profiling has emerged as an important task, competence mapping has become 
important skill for HR professionals and Performance Management the Key 
responsibility of HR management today. 
Towards the end of the twentieth century, HR was expected to develop total 
performance management system, responsible for doing high performance work 
system. In the new dispensation HR managers are expected to take strategic 
perspective regarding their role in the organization. The role of HR in value 
creation, measuring its own performance and contribution to firm's performance 
is emerging as the corner stone of re-engineered HR. 
All the changes emerged as an aftermath of the liberalization and structural 
changes, which have forced the PSU banks to look out for areas from where the 
challenges of the new millennium could be met successfully. The search for a 
solution of this new challenge is believed to emanate from an effective 
performance management system. As the present system of performance 
planning, performance tracking, performance measurement, performance 
appraisal are all historic and are not capable to give true and fruitful value desired 
in the present context. 
Studies of the operating system of the successful organizations in general have 
revealed that a good performance management system is the corner stone to 
navigate an organization successfully in this globalized environment of 
uncertainty and continuous change. They have therefore developed and employed 
such system and harnessing maximum benefits. But, like many fields of 
organizational development, the PSU banks here are also lagging far behind. 
Most of the PSU banks have an annual appraisal system that is historic in nature 
and documents the past activities. It is a one time annual affair only. Study of the 
format of Annual appraisal of many of the PSU banks revealed them uniform in 
character with emphasis in historical events and little or no importance for future 
growth. 
Performance Appraisal System (PAS) traditionally used as a mechanism of 
controlling employee through salary administration, reward administration 
promotion, and disciplinary actions. Another feature of traditional Performance 
Appraisal System (PAS) is its confidentiality. This traditional Performance 
Appraisal System (PAS) results in unawareness of employees of their strengths 
and weaknesses in relation to their capabilities in different positions in the 
organization through out their career. 
The traditional Performance Appraisal System (PAS) fails to identify the 
potentialities of employees in performing the new roles in new positions. This is 
basically, because of the confidential nature of the performance appraisal. Due to 
these drawbacks, traditional Performance Appraisal System (PAS) fail to develop 
employees and organizations. 
Almost all the PSU banks including United Bank of India have this traditional 
Performance Appraisal System (PAS). In comparison with the new generation 
banks and progressive organizations, the Appraisal system in PSU banks is thus 
dysfunctional. The Performance Management as a System is yet to be conceived 
and made operational. But developing and implementing a Performance 
Management System seems overdue and vitally important. No evidence of any 
study was found on the existing performance management structure of the PSU 
banks. 
Methodology 
Banks are one of the most important components of financial and economic 
structure of any country. They exist in the most complex and dynamic business 
environment where today real time services are taking place as a result of forces 
created by globalization, liberalization and radical technological innovations. To 
be successful banks need to constantly monitor their performance and 
achievements in terms of benchmarks arrived at internally or superior standards 
others have fixed in the same industry. 
To survive and flourish in the face of these unparallel global competitions banks 
need to adapt suitable strategies and tactics. The success and failure of any and all 
strategies and tactics that banks are taking to face these challenges are dependent 
on the behaviour, attitude and expectation of their staff members. The existence 
of a supportive performance environment can reorient the much needed employee 
behaviour. One critical component for this supportive environment is the creation 
of organization wide effective Performance Management System. Introduction of 
Effective Executive Performance Management System (EPMS) appears to be the 
basic need of the present environment. 
Objectives of the Study 
The main objectives of the study are as under: 
> To understand the existing frame work of performance management system 
of executives of United Bank of India 
> To understand whether the present system has strategic cohesion with the 
strategic business plan of the bank 
> To understand whether the present system has all the important components 
of an effective performance management system 
> To understand whether the performance loop possesses all the important 
variables and whether it runs like a smooth programme 
> To understand the similarities and differences with an ideal system 
> To suggest opportunity areas for further modifications and improvements 
Scope of the Study 
Performance is the outcome of any organization. The study will have the 
opportunity to see and suggest whether the time is ripe to introduce, revamp and 
graduate present appraisal based performance system to a comprehensive 
performance management system that can accommodate a large many things and 
deliver the goods for organizational success and excellence. 
Methods of data Collection 
Primary Data 
Primary data were collected through servicing a printed questionnaire to 
respondents in branch offices, administrative offices. The questionnaire was 
structured and pre-tested several times before finally administered on the officers 
of the United Bank of India. The sample under this study was selected based on 
the technique of simple random sampling. The samples of the study included 
officer members of the entire three management ladders. Scale-I Officers are 
categorized as Junior Management Group (OJM-I), Officers in scale II & III are 
categorized as Middle Management Group (MMG) and Officers in scale IV & V 
are categorized as Senior Management Grade (SMG) in banks. We restricted our 
data collection up to scale V level. 
How was the Study Carried Out? 
Banking is a sensitive financial area and getting data from the officers' were a 
very difficult job. Repeated mails, requests, and visits required for convincing the 
respondents that the study had no relation with any business usage. But it was a 
challenging and extremely delightful experience to gather data. 
Bulk data of officers were obtained from trainee officers of various levels and of 
various states who were attending the training programmes at all India Staff 
Training College of the bank at Kolkata. They were approached with a pretested 
questionnaire prior to the beginning of a training class. On all occasions, the 
faculty members accompanied and allowed detailing the purpose and made 
additional help before presenting the questionnaire to the respondents. Generally, 
on the beginning day of a programme questionnaires were serviced and were 
collected a day or two after the day of service. 
Before presentation and after collection of the questionnaire additional queries 
and discussions used to take place in a very candid way. With every respondent 
there was interactions a number of times and the data thus collected were highly 
satisfactory. 
3.16.3: Justification of Selection of Samples from Officers 
The target group of the present study was based on responses from Officers' of 
the bank. The reason for selecting the officers' was very straight as present 
performance management in public sector banks relates to officers' alone. There 
is no performance management system for the non-officers' or award staff in this 
industry. Besides the following reasons were determining factor for choosing 
officers' as respondents for the study: 
> Officers' only have the authority to take decisions and they are accountable 
for their own and for their subordinates' performance. 
> Officers' are capable cognitively and emotionally to respond to queries 
sought more accurately than their counterparts in the non-officers' category. 
> They are involved in the present process of performance appraisal process. 
Criteria for selection of Sample 
The criteria for selection of sample were based on simple random sampling 
method from across various levels of officers' as well as from officers' who 
would be representing various states. It was also uppermost in the mind that the 
respondents must have to be in a state of mind that would allow them to think and 
respond from a cool state of mind. Resource consumption in the form of time and 
money were also taken care of. 
Other criteria were as under: 
o Sample must portray true representation 
o It must have small sampling error 
o Sample response must be within projected resource estimation 
o Sample should be such that it should not result into systematic bias. 
o Sample findings must give true picture of the universe with reasonable level 
of confidence 
Secondary Data 
A review of existing literature was made from the library facilities at Indian 
Institute of Management, Calcutta, IBA bulletins, Bank Quest, RBI bulletin, in-
house Journals, and Annual reports of United Bank of India. 
Human Resource data of UBI 
As per annual report of the bank total number of officers of United Bank of India 
stood at 4480 (as On 31'' March 2003) and 4755 (as On 31'' March 2004) 
respectively while total number of clerks for the same period was 9077 and 9099 
respectively and the strength of sub staff for the same period stood at 4188 and 
4033. 
Sample 
For optimum representation of the population, a sample comprising of 432 was 
taken. As the study was based on primary data mainly and on behavioural 
responses it was not amenable to statistical test of "sample size through the 
approach based on precision rate and confidence level". However, a sample size 
as large as 432 appeared to be a true representative for the study carried out. 
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Besides there are 9077 staffs in clerical cadre and 4188 numbers of sub-staffs as 
on that date. 
Sampling Method 
Primary data were collected by simple random method. Simple random numbers 
were generated using Microsoft Excel as available in Microsoft XP version. 
Analysis of data: Tools used 
For Analysis of data Statistical, software S-Plus 2000 and MINITAB 13 have 
been employed. S-PIus 2000 is the most widely used and trusted statistical 
software all over the world. This software is equally popular and used both for 
real life business as well as for academic purposes. MINITAB 13 is also very 
reliable and trusted statistical software. 
Computer hardware used for this purpose is Pentium IV. 
Research Hypothesis 
Ho-Better Performance is a function of Competence (P=C). 
H| Better Performance is not a function of Competence alone (P i^- C) 
Ho Better Performance is a function of Culture (P=Ci). 
Hi Better Performance is not a function of Culture alone (P 4- Ci) 
Ho Better Performance is a function of Commitment (P=C2). 
Hi Better Performance is not a function of Commitment alone (P i- O) 
Desired Performance is a function of interaction between individual traits and 
Organizational culture - Character, Competence, Commitment and Culture (DP = 
Statistical Analysis «& Interpretation 
Data Description 
Response Variable (Parameter): 
(1) Ordinal Response- Original data were collected on five scale basis ranging 
from 1,2,0,-land -2. 1 and 2 represented strongly agree and agree while -1 and -
2 represented disagree and strongly disagree respectively and 0 represented 
neither agree nor disagree. These 5 scale responses were reduced to 3 scales for 
obtaining meaningful answers and relationships. I and 2 were merged to mean 
positive agreement while -1 and -2 were combined to convey disagreement and 
0 for neither agreement nor disagreement. 
Statistical analysis was carried out to justify the significance/insignificance of 
different covariates (such as Grade, Sex, Age, Academic Qualification, 
Experience). Fixed effect logistic model was used for ordinal/nominal responses 
considering complete or subset of all covariates. Responses were analyzed at 5% 
level of significance. In our fixed-effect logistic Model, we consider each level of 
parameters (that is, covariates in statistical sense) as an indicator variable (for 
example, if we consider grade, consisting of 3 levels, we consider 2 indicators 
variables to denote in which level the individual belongs to) we consider those 
indicator variables as fixed effects. In case of conclusions from the corresponding 
tests, we consider them as follows: 
Supposing a parameter has K levels. We consider K-1 indicator variables for this 
parameter in our fixed effect analysis, we take indicator variables in order of 
levels of parameter, and the indicator variable corresponding to last level needed 
no consideration automatically. If all the coefficients corresponding to the 
indicator variables of that parameter are insignificant (that is, hypothesis of 
nullity of coefficient is accepted in each case) then we conclude that this 
parameter is insignificant. If at least one coefficient is significant (that is 
hypothesis of nullity of the coefficient is rejected) we conclude that this 
parameter is significant. 
Conclusions 
Performance as it is managed today has indeed lot of opportunities for making it 
more effective, capable for both short term and long term survival and growth. 
All the components are present in a state of perfect isolation and there is scope 
for better integration and synergy. The major findings of the study can be 
summarized as under: 
1, The top leadership of bank is yet to introduce and sell the mission and vision 
statement to all the individuals of the bank in a way that they will own it for 
transforming the performance to a new height. 
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2. Planning, managing, assessing and rewarding needs more integration for 
optimum synergy and maximizing performance in all areas. 
3. Like most of the PSU banks the Annua! Appraisal system is the only too! of 
performance management. 
4. This tool is historic and under performing on many counts. It is in effect 
Ineffective, Incompetent, Costly, historical record, more subjective, lacks 
abilities for potential appraisal. It needs to be updated for accommodation of 
new variables. 
5. Along with quantity indicators, qualitative performance indicators needs early 
introduction. 
6. Absence of Valid performance measurement system and performance matrix. 
7. Effective performance measurement system that is valid, accurate, precise, 
complete, reliable, comprehensive, quantitative, controllable, Hcxibic, cost-
effective and easy to maintain is to be urgently developed. 
8. Existing subjective model of performance appraisal be made objective with 
appropriate weightage on factors of performance. 
9. Objective and transparent rating system needs early introduction. 
10. Traditional Performance Appraisal is still the major source of executive 
feedback. 
11. Constructive and positive feedback processes should be developed in formal 
structure of performance management system of the executives. 
12. Feedback is not timely and the major source is annual appraisal making it 
dysfunctional. Feedback should be constructive, timely, and accurate. 
13. A shift towards multiple rater assessment and feedback is a present day 
necessity. 
14. Immediate and preferred attention on long term goal is in high need. 
15. Al! out structured effort for creation of competitive advantage is a necessity 
for long term survival. 
16. Encouragement for intelligent risk-taking and entrepreneurship are valid 
criteria for any futuristic growth strategy. 
17. Existence of high skilled-low performer officers' and employee groups is an 
interesting and challenging task for the management to bring them to high 
performer category. 
18. Executives need an escape route from the 'Urgency Syndrome' for giving 
attention to important long term planning and action. 
19. Performance can be influenced to a very good extent by effective 'Role 
Model' approach by the executives in the higher ladder. 
20. There is noticeable skill gap among many officers'. Knowledge networking 
through organizational system is therefore important and critical area of 
performance enhancement. 
21. Operationalizing motivational techniques as proposed by Sullivan (1988) 
through motivating language theory can give higher performance and higher 
satisfaction in a service industry like bank. It can be tested upon. 
22. Autocratic leadership style was found to be the dominant leadership style in 
the bank with its advantages and demerits. But for effective performance 
management system, the requirement is flatter organizational structure, 
smooth communication channel that is only possible in an open environment 
supported by participative management style. Besides, management is sure to 
lose many significant messages and early warning system, if it bents on 
autocratic style of leadership that blocks free flow of information. Autocratic 
leadership is also instrumental in creating and supporting an environment that 
does not encourage innovation, entrepreneurship and risk taking essential in 
modern day banking. 
23. There are many processes that only eat up precious organizational resources 
without their matching contributions. 
24. There is scope for better designing and structuring of job profile and work 
processes and compression of inter departmental space (White Space). 
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25. Benchmarking as a viable organizaliona! strategy is yet to take firm root. It is 
no denying the fact that there are opportunities for benchmarking exercises in 
almost every areas of the bank. 
26. Locating benchmark performers and operationaiizing such benchmark 
performance from within the bank, from out side the bank or from outside the 
country is a critical necessity of the globalized competitive scenario. 
27. Present day scenario demands incorporation of most relevant and dependable 
criteria in its performance management system keeping in mind 
organizational priority and necessity. 
28. Clearly defined criteria, transparent measurement methods of performance 
supported by assessment by multiple raters will foster better executive 
performance, effectiveness and achievement. 
29. Executive Performance Management System (EPMS) as a strategic and 
holistic management process is yet to take professional root in the bank. 
Therefore, introduction of Executive Performance Management System 
(EPMS) is a compulsion of any big organization like United Bank of India 
with utmost priority and care so that all components of the effective 
performance management system are properly and systematically developed 
for the required level of hyper performance. 
Scope for Future Research 
Performance management is a new area for many of the organizations in India. It 
is new for the public sector banks in India. There is of course presence of some of 
the important variables of the system in isolation. There is no noticeable study in 
this field. A study of this nature is severely restricted because of the 
confidentiality of the data and difficulty of gathering information or responses 
from the bank personnel. 
But the scope of future research in this field is abundant. The present study is 
restricted with in a bank and within certain category of officers'. A comparative 
study on the performance management system prevailing in various public sector 
banks can enrich the findings of performance system in public sector banks. 
Further study with in public sector banks having cross border operation with 
Parent Country National (PCN), Third Country National (TCN) and Home 
country National (HCN) as their employees and the ways of their performance 
management system will surely enrich the reservoir of this type of research. 
Then there are international banks, Private sector banks and new generation 
banks with their state of the art performance management system. The study can 
be improved with related and combined studies with other types of banks 
discussed above. The study can be further enriched and extended if related 
studies in other financial sectors are aimed at. 
Many other factors influence performance. They can be suitably studied and their 
impact on performance can be established. Besides, there is scope to study many 
of the individual components in full details. These components could be feedback 
and performance; coaching and counselling and performance; Motivational 
theory of language and its impact on performance; rewarding strategy and 
performance; rating by multiple raters and the impact on performance; managing 
individual performance in team performance; leadership style and its impact on 
organizational culture and performance; Human resource management and 
organizational performance- theory and reality; the multidimensionality of 
performance; How to create supportive environment for hyper performance; 
performance measurement tool; performance measurement system, 
Benchmarking and performance, sources of competitive advantage and 
performance 
As a growing field, performance management has ample scope for future research 
of diverse kind. The individual factors, components and their various combined 
relations offer the future researchers a very big ground for interesting study for 
new discoveries of diverse tastes. 
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I N T R O D U C T I O N 
Banking sector remains the focal point in the financial set up of any developing country, 
Banks are regarded as special in view of their specialized functions in the intermediation 
and payment system. In India, too, economic development has evolved around the 
banking system. 
On the eve of independence, Indian banking system have inherited 2,876 branches, 
serving an average population of 82,000, with Rs.860 crore deposits and rupees 470 crore 
of advances along with the responsibility of recuperating the war-torn economy saddled 
with poverty and unemployment. 
The first banking revolution started with the nationalization of 14 banks on July 19, 1969 
with a view to extending credit to all segments and to mitigate the regional imbalances. 
The second dose of nationalization of 6 more commercial banks took place on April 15, 
1980 further widened the sphere of operation of the public sector banks. Banks were 
thereby forced to change their attitudes in favour of social banking, which was given the 
highest priority. The period between 1985 to 1990 was a phase of consolidation, which 
marked by slowdown in branch expansion and special thrust on internal controls 
The country was facing an unprecedented financial crisis in the year 1990. The forex 
reserves were at their lowest and the country was even forced to raise money against its 
gold reserves to meet its financial commitments. This near despondent situation virtually 
forced economic liberalization • and reforms, which has, to a large extent, transformed 
B. Sasmol, Indian Banking System, IBA Bulletin, March 2001, pp 15-16 
Indian economy. The last decade of the twentieth century witnessed introduction of far 
reaching changes in different facets of the Indian economy. 
Prior to financial sector reforms, commercial banks functioned in a regulated 
environment with administered interest rate structure, high reserve requirements and 
restricted credit flows. These restrictions led to credit rationing resulting in low level of 
investment and growth, decline in productivity and erosion of profitability of the banking 
sector. In the background of these constraints, the liberalization of the banking sector 
began in 1992 with the publication of the 'Narasimham Committee Report' and the 
implementation of the recommendations of the committee, 
The Narasimham Committee Report' officially known as the committee on the financial 
system (CFS) was primarily aimed at enhancing the productivity, efficiency and 
profitability of the banking system, in addition to giving it more operational flexibility 
and funcfional autonomy in decision making. This included policy aspects, accounting 
practices, institutional and structural issues and matters relating to organizational 
development . 
These financial sector reforms launched since 1991-92 qualitatively revolutionized Indian 
banking. Indian economic environment has been witnessing a path breaking reform 
measures. The financial sector, of which banking industry is the largest player, has also 
been undergoing a complete metamorphosis. 
The banks, public or private, big or small enjoyed under the shade of umbrella of 
regulations of the Central bank of the country with regard to interest rate mechanism for 
liabilities, mainly deposits and credit formed part of major portion of assets. All the 
^ Vepa Kamesam, Development in the Indian Banking Industry and the Emerging Challenges, IBA 
Bulletin, March 2001, pp-24 
public sector banks were working in conditioned atmosphiere. Liberalization took away 
all the prevalent safety and support system in a single shot. The entry of new private 
sector banks (NPSBs) and the foreign banks ushered in more competitiveness in the 
banking industry. The birth of NPSBs in the era of deregulation in the banking system 
has changed the context and the way bankers do the business of banking'^ . 
With the implementation of wide range of financial sector reforms since 1991, there has 
been a sea change in the operating environment of banks in India. The increasing 
emphasis on globalization of Indian economy opened up new avenues and challenges for 
the Indian banks. Capital adequacy has gained significant importance as universally 
accepted measure of the strength and stability of the financial institution. 
Capital adequacy has become very critical to the future growth of the bunks. Banks need 
to improve their capital base not just to match asset growth but also to meet the tighter 
prudential norms and provisioning required for strengthening their balance sheet. 
Accessing the capital market or augmenting the capital through internal accruals was the 
only feasible ways of raising capital for banks in India. 
With the tightening of the Capital adequacy requirements, banks will need to focus on 
size through mergers and acquisitions and formation of companies that were fast 
surfacing in the domain of Indian banking. Servicing of capital in the long run is 
determined on the accruals and in turn influences the capability to raise capital from the 
market. The risk adjusted return on capital becomes the guiding principle for allocation of 
capital to various asset based activities in the banks . 
^ G. Krishna Murthy, Old Private Sector Banks, Emerging challenges, Strategies and Solutions, IBA 
Bulletin, March 2001, pp-32 
" O.N. Singh, Indian Banking Emerging challenges and Strategies, IBA Bulletin, March 2001, pp-44 
1,1: Technological Changes 
Technology has brought a sea change in the functioning of the banks. The earlier manual 
system of preparation of vouchers, etc, is progressively automated, thereby saving a lot of 
time and effort. Automatic Teller Machine (ATM) has been more vigorously marketed to 
shift the entire cash vending at the machine level, which is much faster and accurate. 
With the introduction of automation age-old worries in reconciliation, housekeeping 
interest calculation and to a large extent many other processing works are over^. 
There are sweeping changes taking place in the banking scenario both in India and across 
the globe. Convergence of voice data and image technologies is impacting the way 
financial intermediation takes place. Information and communication technologies are 
playing a very crucial role in the way a bank can operate. Globally banking is technology 
driven. While looking at the Indian banking scenario it becomes imperative to look at the 
different constituents as they have some common and some different drivers that 
influence their strategies. 
The public sector banks (PSBs), the private sector banks (PVSBs) and the foreign banks 
(FBs) are at different stages of their technology adoption. With increasing competition as 
well as changes in the regulatory environment the gap may narrow in the coming years. 
Most of the commercial banks would be achieving 100% computerization before the 
close of 2004- 2005 fiscal year. 
The need to enhance the assets in both quantitative and qualitative terms demands apart 
from business strategy, adoption of technology driven solutions. Improvement of the 
quantity of assets and monitoring of asset quality both can be facilitated by technology 
^ R.V. Sashtri, Technology for Banks in India-Challenges Ahead, IBA Bulletin, March 2001, pp-28 
enabled systems. Corporate customers too arc seeking net enabled banking services. 
Some of the more advanced models launched by some of the leading private sector banks 
provide e-commerce features and facilities such as managing the supply chain of 
corporate customers and thereby resulting in cost savings to the bank's customers apart 
from customer friendliness. 
The use of technology has several impacts on banking business. It provides multiple 
delivery channels for the service industry; it enables management of data that is critical 
for business design as well as the reporting requirements both internal and external. It has 
an impact on the efficiency operations, impacting the cost of doing business. 
At a broad level the fundamental change in technology adoption will be when it becomes 
a support tool apart from its use in delivering different products and services, data 
management for internal and. external reporting. It is a moot point whether technology 
influences business or business influences technology because banking industry is so 
highly technology driven. 
Data warehousing and mining will become important for banks to take business 
decisions. Banks will need to build up homogeneous database to enable leveraging on 
technology driven systems. Customer relationship management will also become 
important for increasing the customer base as well as from the point of delivering 
/offering multiple products and services to the customers. 
Adoption of best global practices and guidelines issued by the Basle committee will also 
make demands on banks to leverage technology to meet the exacting demands for 
information and systems for internal management. Asset liability management on a day 
to day basis is and will be completely dependent on an IT-enabled environment. 
According to Dr Muhammad Yunus of Bangladesh Gramin Bank, IT offers an 
opportunity unprecedented in the entire human history to end poverty from the face of the 
earth. Its role in defining business model can only get enlarged. A time may come when 
the financial market is totally open and competitive, when bank will be faced with the 
choice of inventing the future rather than responding to it and technology can play an 
important role in it^ '. 
1.1.1 Report of the Committee on Computerization in Banks 
The profile of Indian Banking underwent a metamorphosis in the post nationalization era, 
The change was characterized by radical transformation in role, scope and extent of 
business operation of banks. The industry grew dramatically in size as well as complexity 
of business. Banks emerged as effective catalytic agents of socio-economic change. 
The first blueprint for computerization and mechanization in banking industry was drawn 
up in 1983-84. A committee was set up in 1983, under the chairmanship of Dr. C. 
Rangarajan, Deputy Governor, Reserve Bank of India to look into the modalities of 
drawing up a phased plan of mechanization of the banking industry, covering the period 
1985-89. The committee submitted its reporting 1984 and recommended introduction of 
computerization/mechanization at Branch, Regional Office/Zonal Office and Head office 
levels of Banks. The bank implemented the recommendations of the committee and 
Reserve Bank of India monitored the progress''. The main task before the committee was 
i. Identify the areas /functions where mechanization will be essential; 
^ Girija Upadhyay, Technology and Banking: Challenges Ahead, IBA Bulletin, March 2001, pp-78-82 
' Dr. C. Rangarajan, Report of the Committee on Computerization of Banks, Reserve Bank of 
India, 1989,pp-2-3 
ii. Recommend appropriate type of equipments suitable for various types of 
processing; 
iii. Recommend infrastructure needed to ensure smooth data flow; 
iv. Suggest phased programme for implementation; 
V. Suggest appropriate steps so that exchange of information through suitable 
computer media between different banks and Reserve Bank of India was 
possible; 
vi. Suggest standardized procedures in various areas of work and examine the 
feasibility of having common processing arrangements for all banks at 
selected focal points. 
The committee analyzed the then prevailing banking scenario and observed that though 
the banking industry with its 45,000 branches at that time, was spread in 25,000 centres, 
nearly 60% to 70% of the business was concentrated in about 10,000 branches located in 
100 centres. 
It was observed that considering the wider geographical coverage, a degree of 
mechanization was essential if customer service, house-keeping functions and generation 
of data required for control and monitoring purpose were to be performed efficiently. The 
committee submitted its report in 1984. The committee made the following major 
recommendations: 
Mechanization should encompass Branch, Regional/Zonal Office and Head 
Office levels with emphasis varying from one level to another. 
i. At the branch level, mechanization would be under Model-I or Model-II of 
mechanization. In Model-I, stand alone electronic ledger posting machines 
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with attached memory module would be installed to perform dedicated 
functions at different counters. 
ii. The data from branches would be received by Regional/Zonal offices and 
processed through micro-processor based computer systems for generating 
appropriate outputs to facilitate their control functions, the data then 
would be transmitted to Head Office for being stored in the mainframe 
system to generate macro level information for the bank as a whole; 
iii. Input/Output formats would be standardized. 
iv. The mechanization programme would be implemented in two stages. 
During the three year period from 1985-1987, Regional/Zonal Office and 
Head Office would be equipped with suitable systems. About 2,500 
branches were to be equipped with Model-I or Model-II machines. 
V. Telecommunications need to be made more effective; and 
vi. Clearing House operation would be computerized on priority basis^ 
Against the background of the experience gained in the eighties, Reserve Bank of India 
set up another committee under the chairmanship of Dr. C. Rangarajan, Deputy Governor 
to draw up a perspective plan of computerization of the banking industry for 1990-94. 
The term of reference included the following: 
a) To draw up perspective plan for computerization at the Branch, Regional 
Office/Zonal Office and Head office levels of Banks and to recommend 
the strategy for its implementation. 
* Dr. C. Rangarajan, Report of the Committee on Computerization of Banlcs, Reserve Bank of 
India, 1989,pp-l 0-12 
b) To suggest modalities for implementing on-line banking, specially at the 
branch level. 
c) To indicate the application areas (like Electronic Fund Transfer, Electronic 
Mail, Message Switching) relating to the use of BANKNET and SWIFT. 
d) To suggest guidelines for installation of ATMs and other self-service 
machines by banks. 
e) To assess the requirements of the trained personnel and the need for 
training on computerization and to recommend suitable arrangements 
therefor. 
f) To suggest modalities for phased introduction of bilingualisation in 
computers used in banks. 
g) To make any other recommendations which were incidental or related to 
the above terms of reference'^ . 
As per report of the committee on computerization of banks, the purpose of 
computerization was fourfold'°, viz., 
i. hnproving customer service; 
ii. Improving house-keeping; 
iii. Improving decision making and 
iv. Improving productivity and profitability of banks. 
The objective of mechanization was not to replace man with machines but to make work 
more meaningful. Computerization was envisaged as a means to improve customer 
' Dr. C. Rangarajan, Report of the Committee on Computerization of Bani<s, Reserve Bani< of India, 1989,p-
2 
'" Dr. C Rangarajan, Report of the Committee on Computerization of Bani<cs, 1989' pp-29,71. 
service. However, it was needless to mention that absorption and effective utilization of 
new technologies would involve changes in structures, organization, system as well as 
attitudes of people working in the banking industry. 
1.2: Expansion in the number of banks type of products each bank provides 
Banking industry in India in 1990 consisted of 70 players, 27 of these were in the pubHc 
sector, 24 in private and 21 were the foreign banks. Ten years later, banking industry is 
vastly expanded with the number of foreign banks nearly doubling and 10 more new 
banks in the private sector. At the time of reforms, most of the products offered by banks 
were plain vanilla. Massive expansion of products and services look place in the last 
decade driven by the power of technology.' 
From a few traditional products of deposits, advance in the pre-liberalization stage banks 
today have countless innovative products apart from enlargement of the existing base 
products- deposits and advances in multiple forms. Today's banking offers Credit cards, 
Debit Cards without the hassles of convertibility of exchange procedures, There is home 
banking, mobile banking, e-banldng and vector of other services. 
1.3: How different factors have necessitated a need for right sizing and monitoring 
of performance much closely 
The world of economy has been increasingly emerging as a 'Transnational Economy'. 
The new economic policy on the premise of Liberalization, Privatization and 
Globalization (LPG) brought in a transnational economy- a borderless world economy 
"Dr. Bandi Ram Prasad, Improving Strength and Competitiveness of Indian Banks-Some Strategic Issues, 
ISA Bulletin, March 2001, pp-149 
characterized by free flow of trade and factors of production across national borders. 
Competition became the key word- banking industry has been witnessing competition 
from private and foreign banks, financial service organizations and other entities in the 
corporate sector.'^ 
More than a decade's reforms have changed the face of the banking industry making it 
more competitive and market oriented. On the one hand regulations on interest rates, 
manners of determining the credit capacity of borrowers and investment of funds have 
been made flexible and on the other hand regulations regarding disclosure of non-
performing assets (NPS) and provisioning norms have been made more stringent. 
The lifting of entry barriers for the Private Sector Banks (PSBs) after the start of 
liberalization processes in 1992-93 posed the first major challenge to the existing Indian 
banks. The major entrants were: 
> ICICI bank Ltd. 
> . HDFC bank Ltd. 
> UTI bank Ltd. 
> Indusind bank Ltd. 
Backed by the power of their parent financial institutions these banks proved to be a 
major threat to existing banks. Competitions also resulted from: 
>Elimination of 'niche areas' as more and more private sector and foreign banks 
stepped up activity in retail banking area. 
> Use of information technology in a major way to provide easy and convenient 
banking services to customers, 
Dr P. Lakshinarayan, Indian Banking- Preparedness For Emerging Challenges, IBA Bulletin, 2001, p-
U 
De-Regulation of interest rates - the de-regulation of interest rates brought an era of 
reducing interest rates. With a reducing interest curve more and more banks competing 
with each other in increasing their advance portfolio. 
Asset Liability Management (ALM) introduced in banks- the reserve bank of India, in the 
year 1999-2000 made it mandatory for public sector banks to have in place an Asset 
Liability Management (ALM) System to monitor mismatches in assets and liabilities in 
various maturity buckets and in various interest rate categories. 
The Capital Adequacy Norms (CAR) was introduced in 1992-93 and public sector banks 
were given a time period of three years to achieve a Capital Adequacy of 8%.'"' 
All the above factors contributed in bringing voluntary retirement scheme (VRS). It was 
true that the banks were grossly overstaffed and with relatively low labour costs and 
social objectives to observe, this was something that was possible to observe and absorb. 
However, this overstaffing and its related costs, while accommodating one of the bank's 
stakeholders, staff, has simultaneously directly disadvantaged another stakeholder, the 
government or the private stakeholder and indirectly disadvantaged a third stakeholder, 
the customer. 
Inenicicnt work practices were embedded in the Indian banking system and that led to a 
culture that is resistant to change. Therefore downsizing was undertaken for sound 
business reasons and it led to further "right sizing". The main driver for the VRS scheme 
was the high burden ratio and not, as is often presumed, IT implementation. However, IT 
implementation was a catalyst for such a scheme. 
B.S.Shenoy, Indian Banking Emerging Challenges Some key issues, IBA Bulletin, 2001, pp-59-62 
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Human Resource Management (HRM) has been an evolving discipline; in India during 
the last four decades, it has witnessed radical shifts in its configuration and orientation. 
First Human Resource Management (HRM) was christened as Welfare Department, then 
Personnel followed by Personnel and Industrial Relations, Organization Development 
Department and now it is titled as Department of HRM or HRD. In 50s most enterprises 
used HR primarily to look after welfare of the employees. In its new incarnation 
industrial relation and personnel administration emerged us the major responsibility of 
HR function. 
Slowly, annual appraisal, training and development became part of HRM and in course of 
time, recruitment, induction, performance appraisal, in-company and external training 
and employee development were configured within HR role and responsibility. In the 
nineties, HR was entrusted with organizational development exercise, so much so that 
HR professionals emerged as change agents in corporations.''' 
Post liberalization in the early 90s, the Indian economy witnessed an upsurge and the 
corporates experienced unshackling of state controls. The WTO and internet speeded up 
the process of globalization and enabled unfettered entry of multinational corporations, 
thus creating competitive environment. In this changing scenario, HR professionals are 
expected to acquire different kind of competencies particularly skill related to managing a 
flat and fluid organization. Job profiling has emerged as an important task, competence 
mapping has become important skill for HR professionals and Performance Management 
the Key responsibility of HR management today.'^ 
''' Greg J. Watsson, Key Challenges Facing the Banking Industry in India Strategies and Solutions, IBA 
Bulletin, 2001, p-92 
'^  Dr. Dharni P. Sinha, Re-Engineering Human Resource Management in the Technology Driven Era, The 
Journal of Indian Institute of Banking & Finance, April-June 2004 issue, PP 4-7 
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Towards the end of the twentieth century, MR was expected to develop total performance 
management system, responsible for doing high performance work system, hi the new 
dispensation HR managers are expected to take strategic perspective regarding their role 
in the organization. The role of HR in value creation, measuring its own performance 
and contribution to firm's performance is emerging as the comer stone of re-engineered 
HR.''' 
1.4: Definition of Performance Management 
Performance Management is defined as a systematic approach to improving and 
developing the performance and competence of individuals and teams in order to increase 
overall organizational effectiveness. It can be described as: 
" a partnership between managers and individuals or teams, which tlirough dialogue, 
develop mutual understanding of expectations, thus clarifying the psychological contract 
and paving the way for the development of a positive contract. 
a development process which provides the joint agreement of development and 
improvement needs and empowers people to take control over their own performance and 
development with the guidance and support of their managers in the organization. 
an holistic process owned and driven by line management in which Performance 
Management is "bundled" with other HR processes in order to improve organizational 
effectiveness. 
a process in the sense that is about how managers, individuals and teams behave when 
they work together to achieve improvement and develop competence rather than a 
bureaucratic system. 
"^  Dr. Dharni P. Sinha, Re-Engineering Human Resource Management in the Technology Driven Era, The 
Journal of Indian Institute of Bani<ing & Finance, April-June 2004 issue, PP 4-7 
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being concerned with means as well as ends, inputs as well as outputs (i.e. competence 
and results). 
Involving the agreement of objectives rather than compliance with top down commands 
(although the ultimate aim will still be to align individual and organizational 
objectives). 
Performance Management is a multistep process for encouraging and stimulating 
performance, which exists in every organization either formally or informally. In some 
organization the process is so informal that hardly people are aware of it. In other 
organizations, it is formalized in procedures, which every supervisor must follow.'^ 
Performance Management is a process which is designed to improve organization, team 
and individuals performance and which is owned and driven by line managers. In 
essence, Performance Management is a shared process between managers and the 
individuals and teams they manage. It is based on the principle of management by 
contract rather than command, although this does not exclude the need to incorporate 
high performance expectations in such contracts. 
Performance Management is based on the agreement of objectives, knowledge, skill and 
competence requirement and work and development plans. It involves the joint and 
continuing review of performance against these objectives, requirements and plans and 
the agreement and implementation of improvement and further development plans.'^ 
Performance Management is a means of getting better results from the organization, team 
and individuals by understanding and managing performance within the agreed 
framework of planned goals, standards and attribute/competence requirements. It is a 
" Maichael Armstrong, 1999 The Performance Management Audit, Book land International Pvt Ltd,pp-9 
'^  Erwin Rausch ,1985, Win-Win Performance Management Appraisal, John Wiley & Sons, pp 5 
" Maichael Armstrong, 1994, Performance Management, Kogan page,p-5 
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process for establishing shared understanding about what is to be achieved and an 
approach to managing and developing people in a way that increases the probability that 
it will be achieved in the short and long term.^° 
The Performance Management process links goal setting and coaching for performance 
and careers in a continuous process. Its purpose is to develop people and improve 
performance through a clear understanding of goals and regular coaching as well as to 
provide honest and accurate formal evaluation to support rewards for performance 
practices. Managers and subordinates have a mutual responsibility for making the process 
work. 
Simply put, performance management includes activities to ensure that organizational 
goals are consistently being met in an effective and efficient manner. Performance 
management can focus on performance of the organization, a department, processes to 
build a product or service, employees, etc. 
Performance management is the activity of tracking the performance of an organization 
or investment over a period of time against specific targets and looking for opportunities 
to improve. The purpose of performance management is to improve performance in 
critical areas by creating accountability to goals. 
Performance management should be a business critical process driven by line 
management. In essence is about lifting organizational performance through people. In 
the words of Tom Peters (1988) 'The vision, and managers' consistent, daily actions in 
support of it, is the sea anchor, the basis for keeping people from running aground as the 
waves of change toss them to and fro'. Having an effective performance management 
^^ Maichael Armstrong, 1994, Performance Management, Kogan page,p-23 
'^ Phil Lowe, 1996 Performance Management, Kogan page India Pvt Ltd, New Delhi ,p-9 
system is a key mechanism for supporting the vision and achieving higher levels of 
performance across the organization?^ 
PMS is... 
1. Business Critical 
2. Focused on 'How' as well as 'what' 
3. Dynamic, frequent event 
4. Driven by the line 
5. Constructive 
PMS is not... 
1. Peripheral 
2. Solely focused on results 
3. An annual 
4. Driven by HR 
5. Confrontational 
Performance Management is "a process for establishing a shared understanding about 
what is to be achieved, and how it is to be achieved, and an approach to managing people 
which increase the probability of achieving job related success". 
Performance Management is a process, not just a set of forms, which are routinely 
completed, or the annual appraisal ritual, or the bonus scheme. It is about the everyday 
actions and behaviours which individuals take to manage performance management 
processes, which pervade the organization generally. 
Performance Management is for establishing a shared understanding about what is to be 
achieved, and how it is to be achieved. To improve performance individuals need to have 
a common shared understanding about what performance (and success) in their job looks 
like. Whether it is a set of tasks, objectives or results; or a set of behaviours; or a 
^^  Tom Peters (1988) 'The vision, and managers' 
"^  Frankline Hartle, How to Re-Engineer your Performance Management, 1995,p-12 
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combination of both. They need to be defined clearly and by agreement with the job 
holder so that people know what they are working towards. 
Performance Management is an approach to managing people. The focus of Performance 
Management is on people; it is about how individuals and teams work together and 
support each other to achieve shared aims. In particular, it puts the responsibility on 
managers to work effectively (through coaching and motivating) with those for whom 
they are accountable. 
Performance Management increases the probability of achieving job related success. 
Performance Management has a clear purpose- it is about achieving success in the work 
place for individuals and the organization in which they work. It is about achieving wins 
for every one^ "^  
1.5: Performance Management in Indian Banks 
All the changes emerged as an aftermath of the liberalization and structural changes, 
which have forced the PSU banl<;s to look out for areas from where the challenges of the 
new millennium could be met successfully. The search for a solution of this new 
challenge is believed to emanate from an effective performance management system. As 
the present system of performance planning, performance tracking, performance 
measurement, performance appraisal are all historic and are not capable to give true and 
fruitful value desired in the present context. 
Studies of the operating system of the successful organizations in general have revealed 
that a good performance management system is the corner stone to navigate an 
organization successfully in this globalized environment of uncertainty and continuous 
^'' Frankline Hartle, How to Re-Engineer your Performance Management, 1995,pp-12-13 
cliangc. They have therefore developed and employed such system and harnessing 
maximum benefits. But, like many fields of organizational development the PSU banks 
here are also lagging far behind. 
Most of the PSU banks have an annual appraisal system that is historic in nature and 
documents the past activities. It is a one time annual affair only. Study of the format of 
Annual appraisal of many of the PSU banks revealed them basically uniform in character 
with emphasis in historical events and little or no importance for future growth. 
Performance Appraisal System (PAS) traditionally used as a mechanism of controlling 
employee through salary administration, reward administration promotion and 
disciplinary actions. Another feature of traditional Performance Appraisal System (PAS) 
is its confidentiality. This traditional Performance Appraisal System (PAS) icsulls in 
unawareness of employees of their strengths and weaknesses in relation lo their 
capabilities in different positions in the organization through out their career, 
The traditional Performance Appraisal System (PAS) fails to identify the potentialities of 
employees in performing the new roles in new positions. This is basically, because of the 
confidential nature of the performance appraisal. Due to these drawbacks traditional 
Performance Appraisal System (PAS) fail to develop employees and organizations. 
Almost all the PSU banks including United Bank of India has this traditional 
Performance Appraisal System (PAS). In comparison with the new generation banks and 
progressive organizations the Appraisal system in PSU banks is thus basically 
dysfunctional. The Performance Management as a System is yet to be conceived and 
made operational. But developing and implementing a Performance Management System 
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seems overdue and vitally important. No evidence of any study was found on the existing 
performance management structure of the PSU banks. 
20 
CHAPTER - 2 
2.1: Evo lu t ion of B a n k i n g Ins t i tut ions 
Banks play an important role in directing the economy in various ways. As a matter of 
fact the operations of banks record the economic pulse of a country. The size and 
composition of their transactions mirror the economic happenings of any country. Long 
back, the well known 19"^  century economist David Richardo had stated that a bank was a 
dealer or transactor in money. Banks ai'e thus financial intermediaries collecting deposits 
and lending loans. But now they are not only purveyors of money but also the creators or 
manufacturers of money in a financial system (Sayers). It is the banks that set the tempo 
of aggregate economic activity in any economy.'^ ^ 
There is a difference of opinion on the etymology of the word "Bank". According to 
some authorities the word itself is derived from the word "bancus" or French word 
"banque" to mean a bench. The early bankers, the Jews in Lombardy, transacted their 
business on benches in the market place. This etymology is however ridiculed by 
Macleod on the ground that "the Italian money changers as such were never called 
Banchieri in the Middle ages". 
There are others, who are of the opinion that the word "bank" is originally derived from 
the German word "back" meaning a joint stock fund which was Italianized into "banco", 
when the Germans were masters of a greater part of Italy. This appears to be more 
possible.'^  
" Sri B. Rabiramchandran, Indian Financial System and Commercial Banking, Indian Institute of Bankers, 
I998,p-87 
^'' Prof. R.Rao, Present Day Banking in India, p.88 
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2.1.1: Early History of Banking 
As early as 2000 B.C., the Babylonians developed a banking system. There is evidence 
that the temples of Babylon were used as banks, and such great temples as those ol" 
Ephesus and of Delphi were the most powerful of the Greek banking institutions. The 
Romans did not organize State Banks, as did the Greeks, but their minute regulations, as 
to the conduct of private banking, were calculated to create the utmost confidence in it. 
With Ihc end of the civilization of antiquity, and as a rcsuil of adminislrativo 
decentralization and demoralization of the Government authority, with its inevitable 
counterpart of commercial insecurity, banking degenerated for a period of some centuries 
into a system of tlnancial makeshifts. 
2.1.2: The Development of British Banking 
In England during the reign of Edward III money changing- an important function of the 
bankers in those days- was taken up by a Royal Exchanger for the benefit of the Crown. 
He exchanged the foreign coins, tendered to him by travellers and merchants entering the 
kingdom into British money and with foreign money when they returned. 
2.1.3: The Goldsmiths 
It is probably true to say that the ground was prepared for modern banking in England, by 
the influx of gold from America in the Elizabethan age and the simultaneous growth of 
foreign trade. Land ceased to be the only form of wealth, and the country gentlemen and 
the town merchants, began to hold part of their Capital in cash. Impetus was given to 
public banking when Charles I in 1640, sized 130,000 billion pounds left for safe custody 
by the city merchants at the Royal Mint. 
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The Royal repudiation, followed by the misappropriation by their cashiers, the city 
merchants decided to keep their cash with the goldsmiths, who in those days had strong 
rooms and employed watchmen. But in 1672, English banking received a rude setback, 
when Charles II borrowed heavily from the goldsmiths and like his father repudiated his 
debts. 
2.1.4: The Bank of England 
The Bank of England was started in 1694, largely as a result of the financial difficulties 
of William III created as an aftermath of war with France. The main provisions of the 
bank were incorporated in the first act known as "The Tonnage Act". The monopoly of 
the note issue by the bank was passed in the second act in 1708.'^ '' 
2.1.5: History of Banking in India 
From time immemorial, the banker has been an indispensable pillar of Indian society, 
There is plenty of evidence to show, that even prior to advent of occidental ideas, India 
was not a stranger to the concept of banking. Loans and usury were all understood in 
those days, and Rishis occasionally lament their state of indebtedness with the simplicity 
of primitive times. 
The transition from money lending to banking must have occurred before Manu, who has 
devoted a special section to the subject of deposits and pledges, and where he says " A 
sensible man should deposit his money with a person of good family, of good conduct, 
well acquainted with the law, veracious, having many relatives wealthy and honourable. 
Banking existed in India few centuries before Christ. India had a system of banking 
which admirably suited her needs. There were bankers in all important trade centers. 
" M.L.Tanman, Banking Law and Practice in India, 1998,vol 1, pp 2-8 
^^  R.C.Dutt, Civilization in Ancient India, revised edition vol. l,p-39 
^' Bushier, The Sacred Book of the East, 1866, Vol XXV,p-286 
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riicy pcrlbrmcd the usual functions of lending moneys to traders and craRsnicn and 
sometimes placed funds at the disposal of kings for financing wars. Hundis and 
indigenous bills of exchange came to use about 12 century A.D. The indigenous bankers 
not only lent money but also financed inland and foreign trade. During the Mogul period, 
metallic money (though known as far back as Hindu Era) was issued and the indigenous 
bankers added one more line of money changing to their already profitable business. The 
indigenous bankers could not however, develop to any considerable extent the system of 
obtaining deposits from the public, which today is an important function of a banker. 
Banks as we recognize today could be regarded as an outstanding contribution of the 
British rulers, blossoming as the culmination of their trading interests. The present era in 
hanking may be taken to have started with the establishment of Bank of Bengal in 1809 
under the Government charter and with Government participation in the share capital. 
Bank of Bombay and Bank of Madras commenced their operation in 1840 and 1843 
respectively, on similar lines. 
These three banks were known as the presidency banks. They were also given powers to 
issue notes and thus could be regarded as quasi-central banks, too, Since their notes did 
not become popular these powers were withdrawn in 1862. In fact, after this period there 
was virtually a mushroom growth of banks from the year 1860. Joint stock banks with 
limited liability made their appearance in the banking scene. 
Allahabad Bank Ltd. Was established under European management in 1865; the Punjab 
National Bank Ltd. was founded in 1895; the Bank of India Ltd. And Canara Bank Ltd. 
In 1906; the Indian Bank Ltd. in 1907; Bank of Baroda Ltd. in 1908; Central Bank of 
India Ltd. in 1911. Many other banks were founded later. The prominent among them 
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were Union Bank of India Ltd. in 1919;Andhra Bank Ltd, in 1923; Syndicate Bank Ltd. 
in 1925; Bank of Maharasthra Ltd. in 1935; Indian Overseas Bank Ltd. in 1936; Dcna 
Bank Ltd. in 1938; United Commercial Bank Ltd. in 1943 and United Bank of India Ltd. 
in 1950. These banks undertook all types of banking business including deposits, 
advances, collection and purchase of bills, remittance and foreign exchange. 
As years rolled by, the working of many banks became unsatisfactory owing to their 
locking up their funds in huge industrial enterprises and financing spccuhUivc deals. 
Persons who did not follow the principles of sound banking managed some banks. The 
scries of bank crises, particularly during the periods 1913 lo 1937 and 1931 to 1938 
wiped out many weak banks. 
In 1967, the Government introduced the concept of "Social Control" in the field of 
banking industry. The scheme of social control was aimed at bringing some laudable 
changes in the management and credit policy of the commercial banks. The social control 
measures however were not found adequate to achieve the desired social and economic 
objectives. 
The Government of India therefore, with effect from 19 .July 1969 (by nn ordinance) 
nationalized 14 major Indian banks in conformity with national priorities and objectives, 
Eleven years after nationalization of 14 commercial banks, the Government on April 15, 
1980 took over six schedule commercial banks through an ordinance issued by the 
president. 
To put in a nutshell, the public sector banks comprise 19 nationalized banks as well as 
State bank of India and its seven associates. There were 25 private sector banks operating 
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in India prior to financial reforms in 1991. Six new private banks were issued licenses in 
1994-95 and they commenced operation during the same year. These banks are 
1. UTl Bank Ltd. 
2. Indusind Bank Ltd. 
3. ICICI Banking Corporation Ltd. 
4. Global Trust Bank Ltd. 
5. Centurion Bank Ltd. 
6. HDFCBanl<Ltd 
Again, during 1995-96, three more banks were issued licenses and they commenced their 
operations. They are: 
1. Times Bank Ltd. 
2. Bank of Punj ab Ltd 
3. IDBI Bank Ltd. 
Thus, apart from existing 25 old private sector banks 9 new private sector banks became 
operational subsequent to 1992. 
2.1.6: Foreign Banks 
The other important segment of Commercial baiiking system is that of foreign banks. 
These are banks registered and headquartered in overseas centers, have opened branches 
in India on a continual basis. The presence of foreign banks has rapidly improved after 
1991, after the advent of financial sector reforms. As of June 1997 number of foreign 
banks operating in India stood at 41. 
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The increasing presence of foreign banks in our country has accentuated the competition 
in the banking industry bringing in the new process newer products as well as resulting in 
improved customer service. 
2.2:Changes in Role and Functions of Commercial Banks 
There has been a sea change in the meaning of banking. Banking earlier was restricted to 
borrowing money as deposits, with a view to lending them as advances. Thus the main 
facets were confined to acceptance of deposits and lending of loans. With the growth of 
Indian Economy as an offshoot of reform measures banks have taken upon various other 
activities. These activities include: 
1. Investment counseling 
2. Investment Banking 
3. Mutual Fund 
4. Project Appraisal 
5. Merchant Banlcing Services 
6. Taxation Advisory Services 
7. Executor Trustee Services 
8. Housing Finance activities 
9. Segment-Wise specialized branches 
10. Credit card Services 
11. Computer Software Development 
12. Forex Consultancy Services 
13. 24 Hour banking 
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14. ATM Services (Automated Teller Machine) 
15. Transaction of Government Business 
16. Securities Trading 
17. Money Market Mutual Funds 
18. Factoring 
19. Leasing and hire-purchase 
20. Gold/Silver/Platinum Trading 
21. Venture Capital Financing 
Banking sector will witness a dramatic change. The Internet banking will bring a great 
revolution possibly ushering in "Branchless Banking".•'^ 
2.3: The History of United Bank of India 
United Bank of India was formed more than 53 years ago, on December 18, 1950 with the 
amalgamation of four banks, viz. Comilla Banking Corporation Ltd. (established in the 
year 1914, founded by N.C. Dutta), Bengal Central Bank Ltd. (founded by J.C. Das in 
1918), Comilla Union Bank Ltd. (founded by LB. Dutta in 1922) and Hooghly Bank Ltd. 
(founded by D.N. Mukherjee in 1932) at a very critical phase of post independence 
banking in the country. In 1946 New Standard Bank Ltd. Founded by B.K.Dutta merged 
" Sri B. Rabiramchandran, Indian Financial System and Commercial Banking, Indian Institute of Bankers, 
l998,p-87-137 
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with United I3ani< of India and in 1961 Cullack IJank Md, And Ic/pur InduHlrial Rank 
Ltd. got merged with the United Bank of India"". 
On December 18, 1950, K.C. Neogi became the first chairman of United Bank of India 
Ltd. After resigning the portfolio of the Union Minister of State for Finance. On the date 
of amalgamation, the total number of branches was 144 and this number was reduced to 
108 on merger of the branches of different constituent banks. The first branch after 
amalgamation was opened at Coochbchar on December 31,1950. The first annual report 
of the bank was published on April 26, 1951"^ .^ 
The bank became one of the fourteen major banks, which were nationalized in the year 
1969. After nationalization, Hindusthan Mercantile Bank and Narang Bank of India were 
also amalgamated with UBI in 1973 and 1976 respectively. In view of the Bank's strong 
presence in the slates of eastern and north eastern region and also its credible record ol" 
serving people, the Banl< was assigned a major role in the process of economic 
development of the states. 
The Bank became the lead Bank for several districts in those states. At present, the Bank 
is having Lead Bank status in thirty three districts in the state of west Bengal, Assam, 
Manipur and Tripura. United Bank of India is the Convenor of Stale-Level Bankers' 
Committee (SLBC) for the states of West Bengal, Manipur and Tripura. The Bank has 
sponsored as many as eleven Regional Rural Banks (RRBs)- five in West Bengal, four in 
Assam and one each in Manipur and Tripura. 
'^ Dr. Malay Gupta. Assistant General Manager-Planning, UBI, l<oli<ala, IBA Bulletin, March, 2001; 
History of United Bank Of India, United, Vol 1, No.l, publication of Economic Research Department of 
UBI). 
^^  History of United Bank Of India, United, Vol 1, No. 1, publication of Economic Research Department of 
UBI. 
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Al present, United Banl< of India is liaving Lead Bank status in as many as thirty tiiree 
districts in the state of west Bengal, Assam, Manipur and Tripura. United Bank of India is 
the Convenor of State-Level Bankers' Committee (SLBC) for the states of West Bengal, 
Manipur and Tripura. The Bank has sponsored as many as eleven Regional Rural Banks 
(RRBs)- five in West Bengal, four in Assam and one each in Manipur and Tripura. 
United Bank of India is a household name in the Eastern and north-eastern states of India 
due to its strong presence and the pioneering role it has been playing in spreading the 
banking habits among the people here. The preponderance of the Bank's activities in 
these states and the performance and progress of the Bank is intimately linked with the 
economic situation of these states. The spate of industrial sickness since the early 
.seventies and the tardy economic progress in these states adversely affected the financial 
performance and working results of the Bank. 
The introduction of prudential accounting norms in 1991-92 and subsequent tightening of 
the norms adversely affected the profitability of the Bank. Along with twelve Public 
Sector Banks, United Bank of India showed net loss in its working results. The Bank 
could not meet the stipulation of the Capital Adequacy Ratio for the next several years. 
The Bank drew up a restructuring plan for 2000-2001 to 2003-2004 for sustained 
profitability, productivity and efficiency. The plan is under implementation. The major 
thrust area of the plan is management of Non Performing Assets (NPA), Credit Risk 
Management (CRM), Asset Liability Management (ALM) and rationalization of the 
branch network and rapid technological up gradation to meet the present and future needs 
of the customers. 
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The Bank has implemented Voluntary Retirement Scheme (VRS) for rationalization of 
staff members and also merged a number of unviable branches. Many branches have been 
computerized. The business hours of many branches have been extended and some 
branches with seven days a weel< are introduced. 
With phased implementation of the plan under the guidance of the Government of India 
and the Reserve Bank of India and with greater involvement of the staff members-
enriched with modern knowledge and skill the bank has emerged out as one of the highly 
efficient profit making Public Sector Banks of India. In the year 2001-2002 the bank 
made a whooping 522% increase in net profit over the previous financial year. 
2.3.1: No. of employees of United 13ank of India 
At the end of March 2004, the Bank had 17887 employees. Of them, Scheduled Castes, 
Scheduled Tribes and other Backward class (OBC) formed 22.5% while women 
employees constituted 7.2%. Category wise number of employees for the year 2003 and 
2004 as per annual report of 2003-2004 is as under: 
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Cadre 
Officer 
Clerks 
Sub-Staff 
Total 
March 
Number 
4480 
9077 
4188 
17745 
2003 
Percentage 
25.2 
51.2 
23.6 
100 
March 2004 
Number 
4755 
9099 
4033 
17887 
i'crcenlagc 
26.6 
50.9 
22,5 
100 
Table 2.1 • Category Wise number of employees 
2.3.2: Number and distribution of brandies of UBI 
The number of branches of United Bank of India as of 31st March 2004 stood at 1302. 
The highest concentration of branch is in the state of West Bengal having 688 branches 
followed by 94 branches in the state of Orissa. The state of Assam has 172 branches 
while Bihar has 65 branches. Tripura and newly formed Jharkand state have 41 and 44 
branches respectively. States and Union territories having single branch are Jammu & 
Kashmir, Chandigarh, Himachal Pradesh, Uttaranchal, Pondichery and Andaman & 
Nickobar Islands. The area wise distribution of branches as ol' 3 P' March 2004 is as 
under-
Annual Report of United Bank of India,2003-2004, page9 
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State / Union 
Territories 
West Bengal 
Assam 
Orissa 
Bihar 
Jharkhand 
Uttar Pradesh 
Tripura 
Maharastra 
Delhi 
Manipur 
Meghalaya 
Gujrat 
Andhra Pradesh 
Tamil Nadu 
Karnataka 
Number 
of Branches 
688 
172 
94 
65 
44 
41 
41 
29 
25 
15 
12 
12 
12 
11 
7 
State / Union 
Territories 
Rajasthan 
Punjab 
Haryana 
Madhya Pradesh 
Arunachal Pradesh 
Nagaland 
Chattishgarh 
Goa 
Kerala 
Jammu & Kashmir 
Chandigarh 
Himachal Pradesh 
Uttaranchal 
Pondicherry 
Andaman & Nikobar Islands 
Total 1302 
Numbers 
of Branches 
6 
4 
4 
4 
2 
2 
2 
2 
2 
Tablc2.2: Showing distribution of Branches Stale wise as on 3 T March 2004" 
2.3.3: Highlights of the performance of United Bank of India 
United Bank of India has consolidated its progress achieved in the previous year. The 
bank has maintained continued thrust on Capital adequacy and profitability and as a 
consequence the position of the bank has been well above the trigger points under the 
Prompt Corrective Action (PCA) as prescribed by the Reserve Bank of India the position 
of the banlc in this regard is as under: 
^' Annual Report Of United Bank of India, 2003-2004 
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Trigger points Prescribed by RBI 
Net NPA (%) not above 10 
CRAR (%) not below 9 
Return on asset (%) not less than 0.25 
UBI's position as on 
31.03.2004 
3.75 
17,04 
1.25 
31.03.2003 
5.52 
15.17 
1,31 
Table2.3: Showing performance highlights as on 31^' March 2004 '^^ 
The major highlights of the performance of the United Bank of India on selected 
indicators are tabulated below. The bank has been registering a continuous growth in the 
major parameters since 1950. Net profit of the bank after tax increased to Rs.315,08 
crorc from 305.19 crorc in the previous llnancial year (2002-2003), while operating profit 
rose to Rs.613.30 crore from Rs, 556,02 for the same periods, 
(Rupees in Crore) 
Indicators 
Capital 
Deposit 
Advance 
Operating 
Profit 
Net Profit 
(Pre tax) 
Dec 
1950 
2.66 
26.90 
12,99 
0,20 
Dec 
1960 
2,69 
51.74 
31,62 
0,15 
Dec 
1970 
2,69 
203,65 
141,86 
0,29 
Dec 
1980 
2.69 
1326 
742.18 
1.23 
Mar 
1990 
263 
4574 
2287 
1.15 
Mar 
2000 
1811 
~T678T 
5495 
84.29 
28.29 
Mar 
2001 
1811 
"18477" 
6560 
136.72 
19,19 
Mar 
2002 
1811 
"T?6rr 
7522 
237,10 
129,54 
Mar 
2003 
1811 
7892 
556,02 
407 
Mar 
2004 
1811 
12758"' 
8421 
613,30 
449.09 
Annual Report Of United Bank of India, 2003-2004 
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Total deposits increased to Rs.22758 crore from Rs. 21031 crore in 2002-2003. Low cost 
deposits comprised of savings and current deposits were 44.8% of total deposits, Cost of 
deposits declined IVom 6.86% to 5.89%. Total advances increased from Rs,7S92 crore lo 
Rs.8421 crore in 2003-2004. Gross investment of the bank increased from Rs. 12728 
crore in 2002-2003 to Rs. 13983 crore in the current financial year. 
Capital to Risk Weighted Asset Ratio (CRAR) increased to 17.04% from 15.17%. The 
Tier-I component alone was 15.04 % against 12.63%). Ratio of net NPAs to Net Advance 
declined from 5.52%o to 3.75%o. Staff productivity measured in terms of business per 
employee rose lo Rs. 1.69 crore from 1.62 crore in the previous year, 
(Rupees in Crore) 
SL 
1 
2 
3 
4 
5 
6 
7 
8 
Indicators 
Priority Sector 
Advances (%>) 
Capital to Risk 
Weighted Asset 
Ratio (%) 
Total Branches 
Total Employees 
Business per Branch 
Business per staff 
Income 
Expenditure 
Mar'00 
2330 
9.57 
1331 
21316 
16.01 
1,00 
1836.47 
1805.11 
Mar'Ol 
2533 
10.44 
1315 
19963 
19.03 
1.20 
2095.56 
2076.42 
Mar'02 
2715 
12.02 
1304 
17959 
20.81 
1,44 
2428.66 
2309.63 
Mar'03 
2854 
15.17 
1299 
17745 
22.27 
1.62 
2547.61 
2242.42 
Mar' 
3534 
17.04 
1302 
17887 
23.95 
1,69 
2578.42 
2263.34 
Table2.5; showing progress in business on selected indicators from 1950 to 
2004 37 
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C H A P T E R - 3 
L i t e r a t u r e S u r v e y 
3 . 1 : Perforinancc Appraisal in general 
Nearly all organizations seek to monitor job performance of their members through an 
evaluation system. Employees who perform their jobs well are usually rewarded; those 
who do not may be penalized. There is perhaps no single issue in personnel 
administration that is more important to an employee than an impartial and accurate 
appraisal of his contribution to the organization. 
Despite persistent attempts to refine and improve traditional personnel appraisal 
procedures, supervisors or subordinates do not cnlhusiaslically approve most current 
programmes. On the contrary, they are widely disliked as a lime consummg nuisance, a 
source of friction and employee resentment, and a barrier to the fulfillment of the 
organizational goals. In short, appraisals frequently fail to do- to deliver a dependable 
measure of the value and contribution of employees who are assessed. 
Although most organizations have adopted methods for personnel appraisal, their 
effectiveness is still a matter of dispute. A major part of the controversy holds that some 
appraisals rellect the personal preferences and prejudices of the cvaluator instead of the 
performance of the individual being rated. Another principal shortcoming is that although 
the evaluator may be unbiased, he looks more at the behaviour of the ratee than at his 
contribution to organizational effectiveness. Behaviour and performance may, of course. 
be related to one another, but focusing exclusively on behaviour can cloud the ralcc's true 
performance achievement." 
^^  Dale Yoder, Paul D. Staudohar, Personnel Management & Industrial Relations- Personnel 
Appraisal,Prentice Hall of India Private Limited(1986), pp.202-203 
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In the United States the first known appraisal systems were developed in federal 
govcrnmcnl service. Congress enacted IcgisUuion in 1842 requiring that heads of 
executive departments makes an annual review to determine whether clerks were 
"usefully employed".'^ ^ However, it was not until World War-II that formal, regular, 
written performance appraisal systems were widely adopted by government and business 
organizations. 
Many appraisal systems examine performance on trails exhibited by individuals. 
Examples of such traits might be oral communication, leadership, awareness of social 
environment, initiative, organization and planning. Review of performance on trait 
criteria can be justified if the traits relate to the individual's job. However, trait appraisal 
can cause misunderstanding and disagreement between the manager and his subordinates. 
If a manager tells his subordinate that he needs to demonstrate more leadership qualities 
and show more initiative on projects, it is not much helpful because it does not focus on 
exactly how the individual has been deficient and specifically what can be done by him to 
improve his perlormancc. 
Performance Appraisal is a systematic evaluation of an individual employee with respect 
to his performance on the job and his potential for development. Performance is carrying 
out of the work entrusted by the employer directly or through his agents. The 
management expects all the employees to perform the specified task for the payment it 
makes. Once the work is entrusted to Ihc employee, il is ncccssiiry to measure the 
'^ Herbert E. Meyer, "The Science of Telling Executives How They're Doing", Fortune, January 1974, 
p. 104 
"" Gary P. Lathan and Kenneth N. Wexley, " Behavioural Observation Scales for Performance Appraisal 
Purposes", Personnel Psychology,30, no.2 (Summer 1977), pp.255-256 
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performance to see whether the employee has done the work entrusted to him in the way 
it was expected. Whether there is any wastage that is time, money, energy and skill. 
The method of measuring the work is called appraisal. Unless the work is carried out in 
the proper way, the employer will loose, the employee will not learn anything by carrying 
out his work. It is a formal exercise in a documented form in which the organization 
makes an evaluation of its employees in terms of his contributions made towards 
achieving organizational objectives. It evaluates for their personal strengths or 
weaknesses in terms of attributes and behaviours demonstrated, for meeting whatever 
objectives the organization may consider relevajit. 
Performance appraisal provides very useful information in the form of records for taking 
decisions towards promotions, increments, and termination of employees. If the 
information is accurate, it helps a lot to the organization. It tells the organization about 
the weak and strong areas so that the organization can concentrate and do much better in 
required areas.'" 
3.2:Types of Performance Appraisal Systems 
According to Mamoria (1999: 412) and others performance appraisal methods are of 
following types: 
1. Checklist Method 
In this method, the rating is done by personnel department on the basis of the reports 
provided by the supervisor/rater. A series of questions are presented concerning aan 
employee to his behaviour. Then the rater checks to indicate if the answer to a question 
"" N.G. Nayak, Personnel Today- Performance Appraisal, National Institute of Personnel Management, 
July-September 2003,p3 
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about an employee is positive or negative. Tiie value of eacii question may be weighed 
equally or certain questions may be weighed more heavily than others. 
2. Rankin;/ Syslcin 
The simplest systems are those in which ratees are ranked in order ol'each quality, Tor 
example, in the order of merit scale, each rater merely ranks his ratees for each quality. 
Thus, for leadership, he may rank them in an order while on judgment the order could be 
different and so on. A useful variant of this type of scale involves what is called 
alternation ranking. Rating may be made on individual qualities or on overall fitness for a 
particular position''^ 
3. Man to Man Comparison Method 
Under this method, certain factors are selected for the purpose of analysis and a scale is 
designed by the rater for each factor. A scale of man is also created for each selected 
factor. Then each man to be rated is compared with the man in the scale, and certain 
scores for each factor are awarded to him.**^  
The method of pair comparisons is similar to this alternation ranking procedure. Paired 
names of all those to be rated are typed on cards. The rater compares each employee to 
every other employee, one at a time. Each employee's overall rating would be determined 
by how many times he is chosen over the other employees. Paired comparisons and other 
ranking methods are effective when the group to be rated is relatively small. 
''•' N.G. Nayak, Personnel Today- Performance Appraisal, National Institute of Personnel Management, 
July-September 2003,p7-8 
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4, Graphic Scale 
Most of the scales in current use are graphic. They provide a chart or a graph, with a Hst 
of qualities and range of degrees for each quality. Sometimes, instead of numbers, letter 
grades are listed, and raters are asked to grade each quality as A,B,C and so on. The 
numeric or alphabetic codes are provided with words like "excellent", "average" and 
"poor". Although the varying degrees thus identified are usually given numeric weights, 
in other practice no such quantitative values are printed on the form 
5. Participative Appraisal Methods 
In recent years much of the theory and practice of appraisal has been moving toward 
participative methods. Efforts have been made to integrate behavioural science research 
with organizational objectives. A key assumption is that employees caii be motivated to 
change their behaviour toward increasing their own and the organization's effectiveness. 
Participative methods focus on the involvement of both the manager and the subordinate 
in establishing and carrying out criteria for effective performance'*'' 
6. Forced Choice description Method 
The forced-choice procedure provides a checklist of specific descriptive phrases, so 
arranged that their selection permit scoring but docs not specify their scoring effect. The 
rater, required to choose from among these statements, cannot be sure what effect his 
decision will have on composite ratings. In the usual procedure, the rater selects from 
'*'' N.G. Nayak, Personnel Today- Performance Appraisal, National Institute of Personnel Management, 
July-September 2003,p7-8 
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within each group of four or five statements the one that is most appropriate and that 
which is least appropriate for the ratee under consideration.''^ 
7. Critical Incident method 
Reference has been made to practice of asking appraisers to note examples of the ratee's 
behaviour that justify their evaluations. The objective is clear; the practice seeks to force 
careful consideration and to insure that the appraiser has information to justify his 
conclusions. A formal application of this approach is represented by the critical-incident 
technique. It asks raters to consider each of their conclusions in terms of specific 
incidents that provide definitive evidence to support the appraisal.''^ 
8. 360 Degree Method 
Under this method, the employees are appraised from all angles, colleagues, superiors, 
peers, subordinates and even the clients/customers. 360 degree feedback or multi-source 
feedback can be defined as "a process that creates focused, sustained behavior change 
and or skill development in a sufficient number of people so as to result in increased 
organizational effectiveness," 
Individuals working in this global scenario need instructive and supportive feedback from 
multiple sources if they arc to convert their skills and knowledge into desired level of 
performance. People need a properly designed system of feedback that can guide, teach, 
motivate, gives them timely information that can facilitate their potentiality in the 
"' Gary P. Latham and Kenneth N. Wexiey, Increasing Productivity through Performance Appraisal, 
Addison-Wesley Publishing Company,Inc.(1981),pp.48-51 
*'' Gary P. Latham and Kenneth N. Wexiey, Increasing Productivity through Performance Appraisal, 
Addison-Wesley Publishing Company,Inc.(1981),pp.48-51 
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planned direction. Feedback can be defined as the objective information to employees for 
their job performance. 
Feedback can be instructive that helps to correct their performance or may be 
confirmative that approves their performance. Feedback is both instruclional and 
motivational. It is instructional when it imparts knowledge and behavior and motivational 
when it acts as a reward or a promise of reward. 
It is agreed, "More the feedback, better the performance," Researches on feedback 
.showed that improved and multiple sourced feedbacks have positive relation with 
improved performance. Similarly, poor, partial, insufficient feedback leads to poor 
performance. This is truer for service industry like bank where multiple sourced 
feedbacks have high degree of value. 
Although banks are in the forefront of changes effected by globalization and 
liberalization still there are many areas where they still rely on the traditional and 
historical system. In banks feedback is a very important area of organizational 
improvement and individual development. But it has yet to depend upon the traditional 
sources of performance appraisal form and informal sources, 
360 degree feedback or multi-source feedback is a delicate process and its success 
depends on successful planning and implementation. The area of 360 degree feedback is 
still in its experimental phase. To make 360 degree feedback system effective it must be 
made a vital component of performance management system. Multi-source feedback can 
work under the right conditions, in the right environment and in the right culture. There 
are cases of ineffective fate of multi-source feedback which are due to insufficient care in 
their implementation phase, 
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Different interest groups depending on tlicir likclincss and satisfaction to become part of 
the process define success of Multi-source feedback differently. Raters, for example 
would consider multi-source feedback a success if they find ratees have accepted their 
ratings and have modified and improved their behavior and have not retaliated against 
them for providing true feedback and the overall feedback climate has improved. 
360 degree feedback or multi-source feedback is an organization wise exercise. It must 
cover the whole spectrum of people in side the organization as well as interest group and 
stakeholders out side the organization. To make 360 degree feedback or multi-source 
feedback useful, effective and successful three things are needed. 
• One, business priority is to be addressed not the process itself; 
• Two, officers' input is solicited in the process because it is not another test 
child it is a needed program;. 
• Three, the final requirement is involvement of the people in the planning 
process to overcome resistance and derive acceptability of the program. 
360 degree feedback can be used both for the purpose of appraisal and development or 
compensation. Introducing or using 360 degree feedback for compensation is more 
difficult than doing it for development purpose. As stake holders and authorities may not 
want to be held responsible for generation of any potential problem that may surface from 
improper use of the 360 degree feedback. 
In PSU banks in the present context the only use of 360 degree feedback or multi-source 
feedback may be for development only. Implemented properly 360 degree feedback can 
give enough resource in the form of innovative ideas, strengths, weaknesses and can give 
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clue to develop competilive edge over competing new generation banks. It could 
definitely help them to prepare for the future along with strengthening present position. 
A development approach with 360 degree feedback or multi-source feedback can also 
give banks more space to see how it can contribute in other areas of management 
development. In any case, the integrity and accuracy of the process must be maintained. 
In case of inappropriate use it can have devastating effect. Precaution and care is needed 
before initiating 360 degree feedback or muUi-source feedback'*''. 
360 degree feedback is a very complex process that draws both the good and bad features 
of testing, performance appraisal, large-scale data collection, assessment centers and 
employee development. Like performance appraisal and assessment centers, 360 degree 
feedback depends on the capability to generate reliable data from reliable sources. Raters 
training is required and strongly recommended for supervisors doing appraisals'*^ 
9. Essay Method 
Under this method, the supervisor/rater makes a free form, open ended appraisal of an 
employee in his own words and puts down his impression about the employee. He takes 
notice of several factors. The description is always factual and concrete as possible.'*^ 
10. Behavioural Anchored Rating Scale (BARS) 
This is a very recent five step method, i.e.- Generate critical incidents, Develop 
performance Dimensions, Reallocate incidents. Scale of Incidents and finally develop 
final instruments. Then appraise on these five steps.^ '^  
"" Richard Lepsinger Anatoinette D. Luciya (1999), The 1999 ASTD Training & Performance Year Book 
^^ Bernardin & Beauty, (1984); Malos, (1998). 
""^  Richard Lepsinger Anatoinette D. Luciya (1999), The 1999 ASTD Training & Performance Year Boo!< 
'°N.G. Naya]<, Personnel Today- Performance Appraisal, National Institute of Personnel Management, 
July-September 2003,p7-8 
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II. Management by Objectives 
Widespread discussion of Management by Objectives in recent years has pointed out 
clearly to a basic defect in most traditional appraisal systems- the fact that they almost 
universally focus on activities rather than objectives or results. This deficiency can be 
traced to the emphasis in traditional systems on job analysis and job descriptions, which 
themselves focus on actions rather than accomplishments or contributions. They record 
what jobholders do and the tools and materials with which they work, rather than the ends 
to which the actions are directed. 
Management by Objectives (MBO), on the other hand, appraises performance in terms of 
preselected goals. Simply stated, the performance criteria include the quality of choice of 
the individual's goals, the programmes designed to accomplish them, and the success in 
achieving them.^' 
3.3: TOTAL QUALITY MANAGEMENT (TQM) in HR 
Performance superiority is directly linlced with long-term effectiveness. Planning for the 
long term thus becomes a critical factor of success for enterprises. Performance 
superiority is attainable in the long term as a result of having decided 'how' it is to be 
attained primarily with respect to one's competitors. If this is not clearly spelt out, the 
pursuit of total quality becomes tentative and amenable to false starts. 
A common roadblock, encountered in a variety of firms, arises from managers viewing 
the total quality way as being something that has to happen in parallel with the normal 
way of doing things. Executives in such organizations actually believe that Total Quality 
Koontz, Making Managerial Appraisal Effective, pp 46-55. 
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Management (TQM) is a movement or a campaign and lias to go on side by side with 
whatever may be the usual way of doing things in the firm. 
According to Mr. Masao Nemoto, Chairman of the Toyoda Gosei Co.,Nagoya, Japan-
Mapanese organizations adopt the Total Quality Control (TQC) or TQM only when they 
are actually encountering, or foresee the possibility of facing problems related to 
performance. Performance problems, either real or potential, are often therefore the 
starting point for adoption of a systematic approach that leads to total quality." 
Total quality should be the ultimate objective of any enterprise. It implies a desire on the 
part of an organization to attain a level of overall performance that is 'best in class'. It is 
tactically assumed that the term total quality includes within it all the desirable, long term 
features of an outstanding organization and encompasses indices such as ROI, growth 
rates and the like. However, total quality is a dynamic objective since no organization can 
claim that it has attained total quality for all times to come. 
'Performance Leadership' is relative to a firm's competitors, and if a leader fails to be 
either responsive or sensitive to changes in the operating environment, such a firm is 
unlikely to remain a leader for long. The attainment of the total quality is therefore to be 
viewed as being akin to the process of ascending a spiral, with each turn of the spiral 
taking an organization higher and higher on the performance scale. 
A reliable, and measurable indicator of total quality is the one that has been termed 'total 
customer delight and excitement'. If 'delight' or at least complete satisfaction of all the 
important customers of the firm is consistently assured, it may be assumed that the 
organization has achieved a level of performance that is far superior to that of any of its 
rivals. 
Bharat Wakhlu, Total Quality, Wheeler Publication (1994), ppl5-17 
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Total quality is the result of an organization adopting an integrated approach towards the 
management of all the elements of total quality management. Total quality is essentially 
people-driven and heavily dependent on the contribution that members of an organization 
make to the achievement of excellence. Without people being actively involved in the 
transformational process in an organization, no amount of jugglery with any of the other 
factors that contribute to the attainment of organizational objectives is likely to bring 
anywhere near performance superiority.^'' 
Leadership that is effective in enthusing the people in organizations to move rapidly to a 
state of exceptional customer-related performance is the kind that also enables 
organizations to evolve supportive management practices and procedures that drive away 
fear. One of the biggest blocks that prevents committed people from performing in ways 
that enhance the organization's effectiveness is a set ofoutdatcd rules and procedures that 
are kept in place by an executive who insists on the rules being followed just because 
they exist. Regulations that penalize effort have absolutely no place in an organization 
that is committed to total quality.^ '^  
Leadership for institutionalizing total quality has got to be provided by the people at the 
helm. This is a task that cannot be delegated, unless it is expected that the task should not 
be done at all. The lack of consistent CEO involvement diminishes the strategic 
importance of quality, and reduces it to something that has only superficial value. Under 
such a situation quality is bound to fail. 
Quality has got to be initiated from the very top of the organization and must be 
integrated with the process of strategic thinking and planning. The focus must be on the 
" Bharat Wakhlu, Total Quality, Wheeler Publication (1994), pp-22-27 
'" Bharat Wakhlu, Total Quality, Wheeler Publication (1994), pp-106-107. 
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customer who is the entity for whom a firm exists at all. Any effort to implement total 
quality ignoring the interconnectedness of the elements that make for its successful 
adoption, arc bound to fail, Total quality implementation is a hard work but worthwhile 
to put in. Because those firms alone will survive this scenario that have their loyal 
customers to provide them the strength and the long term support that results in growth 
and profit. ^ ^ 
3.4: Performance vs Potential Appraisal 
Performance Appraisal is evaluating the performance of an employee against the job 
standards in terms of quantitative, qualitative and behavioural aspects at the work place. 
Performance refers to the degree of accomplishment of the tasks that make up an 
individual's job. It indicates how well an individual is fulfilling the job requirements. It is 
to find out whether an employee is worthy of continued employment or not, if it is so, 
whether he should receive a bonus, a pay raise or a promotion. His performance needs to 
be evaluated time to time. 
Performance Appraisal traditionally used as a mechanism of controlling employees 
through salary administration, reward administration, promotion and disciplinary action. 
Another feature of traditional performance appraisal system is its confidentiality. Many 
organizations used performance appraisal as a confidential system. Employees were 
evaluated or rated confidentially by one or more senior officers for their performance on 
some dimension and the confidential ratings are handled by the personnel department. 
Therefore, employees do not know how their performance has been, 
The traditional performance appraisal function results in unawareness of employees of 
their strengths and weakness in relation to their capabilities in different positions in the 
" Bharat Wakhlu, Total Quality, Wheeler Publication (1994), pp-268-269 
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organization through out their career. This confidential nature of performance appraisal 
system that does not allow the employees to know their strengths and weaknesses may 
result in superseding of juniors causing frustrations to the seniors. 
Generally promotions are based on performance of employees. The traditional 
performance appraisal fails to identify the potentialities of employees in performing the 
new roles in new positions. This is basically because of the confidential nature of 
performance appraisal and does not have the scope for assessing potentials required for 
performing new roles in promoted positions. 
Thus there ai-e several drawbacks in the old performance appraisal system to develop 
employees and organizations. After prolonged research performance appraisal took 
different dimension both in its form and process. The new dimension people oriented 
performance appraisal brings substantial contribution to the organizational health and 
facilities multiplication of human resources. The new performance appraisal system is 
man centred rather than a controlling technique. 
The modern or new teclonique of performance appraisal provides ample scope for 
communicating strategies, policies etc. to employees at all levels. The employee is 
benefited in knowing his potential s and thereby prepares himself in skills and knowledge 
required for new roles in new jobs. 
3.4.1: Potential Appraisal 
Potential Appraisal is viewed as the process of identifying the hidden skills and 
knowledge and potentials in an individual that are useful in achieving the goals of present 
and future job roles. Potential Appraisal is primarily concerned with identifying the 
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potential of an employee for future development and promotions in the company. 
Therefore, it focuses on finding out whether individual possesses the critical attributes 
required to handle higher level jobs. 
It is true that Performance Appraisal reports arc consulted at the time of promotions or 
selection to new posts. Apart from performance appraisal reports there are other inputs 
which are taken as the basis for promotion or selection. One such input is 'Potential 
Appraisal'. Most of the Indian Organizations, particularly public sector undertakings 
have higher tendency to associate performance appraisal with promotions. The main 
problem with performance appraisal is that the reports are kept confidential and are used 
whenever promotion or selection takes place in the organization. 
Out of the aspirants, a few will get promotion depending on the number of vacancies. 
Rest of the employees tends to feel that their current or previous bosses had been 
negative in appraising their performance. In this context, to maintain the spirit of Human 
Resource Development system and to take care of the dominant concerns of the 
employees, potential appraisal should be done in any organization along with 
performance appraisal.^^ 
Some appraisal programmes limit evaluations to what the ratee has done in his job- his 
performance. In sharp contrast, other programmes ask for evaluation of potential, the 
basic capabilities of the individual and his capacity for development. Many programmes 
combine the two. The distinction deserves careful note; it has become an issue of in some 
'^' Dr. P. Murali Krishna and K. Ramakrishna Reddy, Performance and potential Appraisal Practices in 
Bharat Heavy Electricals Ltd., Hyderabad- An Empirical Approach, National Institute of Personnel 
Management, October-December 1996, pp. 35-36 
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coUcclive barguining; union members have questioned llic lairncss and dependability ol' 
opinion about their "potential." 
Obviously, an evaluator can be somewhat more certain about performance than about 
potential. Me may be able to say with certainty that the rntcc turns out less worlc than 
average or that his production is of better quality. It is clear however, that (1) this type of 
information is less useful for many purposes than evaluation of potential and (2) the facts 
on performance may be readily available from payroll and other records, so that rating is 
unnecessary. 
Many employees offer little objection to evaluation of performance but resent statements 
about their potential. They question the alleged facts and the ability of the appraiser to 
learn about, recognize and assess such qualities as ability to lead, dependability, 
ambition, ability to learn and other such characteristics. 
This distinction between performance and potential is important throughout the staffing 
process. It appears, for example, in the use of references and is continually illustrated in 
requests to college professors for evaluation of former students. Reference inquiries 
frequently ask for an appraisal of characteristics that may not show up in the classroom. 
On the other hand, the student's transcript of grades is presumably a more accurate 
summary of performance than the individual faculty member's grade book or memory. 
Evaluations of potential are useful- provided that they are correct. They arc, however, 
more doubtful, questionable and far more likely to become sources of controversy. 
" Dale Yoder, Paul D. Staudoliar; Personnel Management & Industrial fielations- Personnel 
Appraisal;Prentice Hall of India Private Limited(I986), pp208-209 
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3.4.2:Pcrformancc Appraisal systems in Banks 
Banking services is one sector where a great degree of attention is being paid to 
performance appraisal systems. Several of the nationalized banks have changed their 
performance appraisal systems or arc in the process of changing Ihcm, The Stale Donl< of 
India has recently adopted an open system of appraisal. Its associate banks are likely to 
follow the same after detailed experiences of the State Bank of India are available. 
Several of the banks also have self-appraisal as a part of performance appraisal, although 
mostly such self-appraisal is more of a communication of achievements. Allahabad Bank 
has introduced a system that aims in helping officers to identify their strengths and 
weaknesses and encourage improvement of performance on the job. The Indian Overseas 
Bank has a system in which a branch manager gives a self-appraisal on business growth, 
customer service, internal administration and training requirements in great detail. 
The Union Banlc of India has an appraisal system in which the reporting officer is 
required to assess each of his appraisee officers on technical skills, human skills and 
conceptual skills. All these are defined for different categories of roles and the 
assessment has to be made on a five-point scale. Corporation Bank, United Commercial 
Bank, Central Bank of India, Dena Banl< and the Bank of Baroda has introduced similar 
CO 
self-appraisal formats. 
The Punjab National Bank (PNB) has a primaiily development-oriented appraisal form. 
There are 10 different formats available for 10 different categories of employees. The 
Bank started the system with a self-appraisal by the appraisee. 
^' T.V.Rao, Human Resources Development in Banks-Performance Appraisal Systems in Banks, Oxford . 
IBH Publishing Co. Pvt. Ltd.(1988), pp268-271 
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3,5:Performance Appraisal and Performance Management 
Performance Appraisal is not Performance Management. Performance Appraisal is a tool 
in Performance Management. Performance Management is an integrated system of 
linking business objectives /goals with key result areas (KIIA) of managers i.e. horizontal 
and vertical net working process. Performance Appraisal is a structured process usually 
administered among the managers once in a year in determining reward, promotion and 
training. It is mostly paper appraisal and subjective having hardly any relation with 
corporate goals. Performance Management emphasizes development and initiation of 
sclf-maniigcmcnl action programmes, it contributes as a whole to improve organizational 
effectiveness through bottom line gains.^^ 
3.6: Performance Management Systems 
Performance Management Systems have a long and venerable history. Ever since the 
Industrial revolution brought the work from the home into factories and offices, 
management has attempted to measure and evaluate the works of employees so that 
tangible rewards and disciplines produced if necessary, can be based on the contribution 
which the employees make towards the success of the organization. 
Some form of Performance Management dates back to an "Imperial Rater" in the Wei 
Dynasty in the third century A.D. Industrial Performance Management approaches 
obviously came much later; they probably began in Robert Owen's cotton mills in the 
early 1800. Fairly wide spread use of Performance Management techniques with blue 
colour workers did not start until after world war - l . Appraisals of Managerial and 
'^^  dr. K.K. Chowdhuri, Performance Management for Corporate Excellence, Personnel Today, National 
Institute of Personnel Management, October-December 2002, pp.37-38 
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I'rofcssional Performance was even slower and has been used extensively since the 
decade after world war-II. 
Earliest Industrial Performance Evaluation and Performance Appraisal were simple. 
People were evaluated and paid on the basis of the amount of the work they turned out, or 
number of pieces they produced, often with provision for bonuses or other tangible 
rewards. It was quickly recognized however, that in many jobs the quality also affected 
the contribution of the individual and evaluation procedures as well as compensation 
plans were expanded to include quality consideration. 
When the concept of Management by Objective became widely known in the 1950s, 
supervisors naturally looked into it to provide more meaningful way to appraise the 
performance of employees. Two types of Performance Management Systems were 
developed. One was based on goals. In the other type of system. Key areas were 
identified and performance standards were set for the major activities necessary for 
success in their key areas. 
When people are being evaluated on the basis of goal achievements, they quickly realize 
that setting low goals is a much safer strategy than to strive for difficult ones. Rather than 
work hard to achieve tough goals, they are therefore likely to negotiate strongly instead 
for easy-to-achieve goals. 
In view of these difficulties with Performance Management Systems based on primary 
goal achievement, combination systems are becoming increasingly popular. They are 
intended to take advantage of the best features of these systems that are based on goals of 
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those that are based on character traits and of those, which emphasize key elements or 
key accountabilities.^" 
Beer, Ruh, Dawson, McCaa and Kavanagh (1978) may have been the first to use the term 
performance maiiagement. Describing the development, implementation and evaluation 
of a Performance Management system for managers at Corning Glass, the programme 
involved a network of related, interactive components, aimed primarily the individual or 
work group level, the ultimate purpose of which was to improve organizational 
effectiveness. Performance appraisal was at the centre of the programme. This new 
system tipprouch however, meant (luU indivlduiilN or group pcrrornuincc wiifi itssc^scd 
based on an "organizational purpose" perspective. In addition, assessment information 
was extended to multiple uses, including such areas as employee feedback, promotions, 
succession planning, terminations and compensations. 
The review and research of H. John Bernardin, Christine M. Hagan, Jeffrey S. Kane and 
Peter Villnova related to performance appraisal and management led them to propose that 
there is something that can be done to improve the effectiveness of these systems. They 
propose that the effects of Performance Management Systems would be more positive if 
and when certain prescriptions are followed that generally not heeded by practitioners. 
These prescriptions were: 
• Precision in the definition and measurement of performance is a key element 
of Performance Management Systems. 
• The contents and measurement of performaHc?^ should derive frpiti internal 
\\ -^^  
and external customers. 
Erwin Rausch ,1985, Win-Win Performance Management Appraisal, John \\(ile^L&jg,on's,'pp vii-xvi 
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• The Performance Management System should incorporate a formal process 
for investigating and, correcting the effects of situational constraints on 
performance. 
According to them HR professionals should keep in mind that any time a Performance 
Management System is constructed, many factors will come into play. However, in spite 
of the general pessimism about performance appraisal, it is their belief that when these 
prescriptions are adopted, Performance Management has the potential to significantly 
improve organizational effectiveness. 
The survey results carried out by them on 167 administrators, raters and people who were 
evaluated using 84 different performance management systems in 35 different 
organizations stress the importance of the above noted three PM prescriptions for 
effectiveness if the ultimate purpose of the PM system is to improve the performance of 
the human resources within the organization.^' 
Central to their perspective is the view that the most effective PM system recognize that 
appraisal is not an end to itself; rather it is a critical component of a much broader set of 
human resource practices that should be clearly linked to business performance, personal 
organizational development, and corporate strategy and culture. 
While it is their view that no single PM system is ideal for all jobs and for all purposes in 
all organizations, they also believe that some alternatives stand out as preferable under all 
circumstances, regardless of the strategy or culture. They characterize these as 
noncontingent choices or best practice elements. They believe that the three 
prescriptions- precision in measurement, customer focus and consideration of situational 
'•' H. John Bernardin, Christine M. Hagan, Jeffrey S. Kane and Peter Villnova(), Effective Performance 
Management, Jossey Bass Publication, San Francico, pp-4-5. 
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constraints fall into tiiis best practices category and that these best practice prescriptions 
apply regardless of the corporate strategy/'^ 
Precision in both defining and measuring performance is critical to effective performance 
management. In fact, before designing any appraisal or PM programme, it is necessary to 
develop a clear understanding of exactly what is meant be "work performance". They 
define performance as the record of outcomes produced on a specified job function, 
activity or behaviour during a specific time period. Within this definition, performance on 
a job as a whole would be equal to the sum (or average) of performance on the critical job 
functions or behaviours. 
With the outcome-based definition, performance is something that is separate and distinct 
from the person who produced it or that person's characteristics. Unfortunately, many 
PM programmes still focus on person rather than on the person's performance. There still 
seems to be confusion about the distinction between measures of performance and 
evaluation of performer's personal traits or more recently, competencies. 
An assessment of competencies is not a measure of one's performance. PM systems 
should focus on a record of outcomes. As assessment of skills, traits, competencies, 
knowledge or abilities of the performers could of course be helpful for employee 
development- but if alleged competencies such as self control and stamina are to be 
assessed, perhaps performance tests and clinical assessment arc a better way to go. 
Performance Management can (and should) focus on the record of outcomes that the 
person or persons actually achieved on the job. There is nothing wrong with assessing 
what the person possesses by way of any of those areas; but by that performance is not 
" H. John Bernardin, Christine iVI. Hagan, Jeffrey S. Kane and Peter Viilnova(), Effective Performance 
Management, Jossey Bass Publication, San Francico, pp-7. 
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being measured. It is the manifestation of those skills on the job in the form of outcomes 
that constitutes performance.^"' 
The concept of Performance Management has been one of the most important and 
positive developments in the sphere of manngcmcnl in the last 15 ycnrs, It bcgnn to take 
shape in the later 1980s, growing out of the realization that a more continuous and 
integrated approach was needed to manage and reward performance. All too often, 
crudely developed and hastily implemented performance related pay and appraisal 
systems were not delivering the result that, somewhat naively, people were expecting 
from them. 
Performance Management has risen like a phoenix from the established but somewhat 
discredited systems of merit rating and management by objective. Many of the more 
recent developments in Performance Appraisal have also been absorbed into the concept 
of Performance Management, which aims to be a much wider, more comprehensive and 
more natural process of management. '^ 
Performance Management emerged in the later 1980s partly as a reaction to the negative 
aspects of merit rating, management by objective and performance appraisal. Its 
development was accelerated by the following factors. 
• The arrival of Human Resource Management as a strategic and integrated 
approach to the management and development of people, which was the 
responsibility of the management. 
''^  II. .lohn ncmnrdin, Chrislinc M, Hiignn, .Jeffrey S, Kane nnd Peter Villiiovii(), niTeclivc PcrformHiicc 
Management, JoSwSey Bass Publication, San Francico, pp-7-9. 
'''' Michael Armstrong, 1994, Performance Management, Kogan Page, p-15 
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• The importance attached to adopting a strategic but flexible approach to 
managing organization. • 
• A recognition of the fact that performance could only be measured and 
assessed in terms of an input-process-output-outcome model, and that over 
concentration on any one of these aspects of performance would 
considerably diminish the effect of the scheme. 
• The attention paid to the concept of continuous improvement and 
development and the learning organization, 
• The realization that the process of managing performance was something 
that had to be carried out by line managers throughout the year- it was not 
an annual event orchestrated by personnel department. 
• An increased awareness of the significance of corporate culture and the 
need to provide levers which would help to change that culture and 
processes which would underpin core values. 
• The increased stress on achieving commitments by integrating 
organization and individual goals. 
• The development of the concept pf competence and of techniques for 
analyzing competences and the use of such analysis as the basis for setting 
and measuring performance standard in behavioural terms, 
• A realization that managerial performance was the concern of everyone in 
the organization, not just managers, 
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• Dissatisfaction witli the results being obtained by many performance 
related pay schemes and a growing belief that the root of the problem was 
often lack of adequate processes for measuring performance.^^ 
3.7: Expatriate Performance Management 
Performance can be viewed as a combination of several variables, such as motivation, 
ability, working conditions and expectations. When attempting to determine expatriate 
performance, it is important to consider the impact of the following variables and their 
interrelationship since the assessment of expatriate performance is enhanced by a 
consideration of the valuables that influence success or failure in a foreign assignment. 
• The Compensation package 
• The task (assigned task variables and role of the expatriate) 
• Headquarters' support 
• The environment in which performance occurs (Subsidiary or 
foreign facility) and 
• Cultural adjustment of the individual and the accompanying family 
members. 
These variables form the basis on which performance is managed. In her study of 
expatriate performance management in the Finnish multinational, Nokia 
Telecommunications, Tahvanainen identifies five categories of personnel: top managers, 
middle managers, business establishers, project employees and research and development 
" Michael Armstrong, 1994, Performance Management, Kogan Page, p-20-21 
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(R&D) project personnel. There are clear differences in the way performance 
management is approached within these groups. 
Taslc variables are generally considered to be more under a multinational's control than 
are environmental factors. Because of these relative control, task variables can be better 
assessed and more easily changed, depending, of course, on the level of position and the 
nature of the task assignment. Along with the specifics of the task, the multinational, like 
any other organization, determines the role that accompanies each task position. A role is 
the organized set of behaviours that are assigned to a particular position. 
The performance of employees is the cornerstone in developing the effectiveness and 
success of any organization. There is a growing interest in developing employees' 
performance through continuous training and development programmes. In recent years, 
performance management has come to the forefront as organizations sock to optimize 
their human resources in the face of growing competitive pressures. 
The performance of employees is the cornerstone in developing the effectiveness and 
success of any organization. Therefore there is a growing interest in developing employee 
performance through continuous training and development programmes. In recent years, 
performance management has come to the fore as organizations seek constantly to 
optimize their human resources in the face of growing competitive pressures. Unlike 
some other organizational concepts (e.g. organizational commitment), there is a general 
agreement among the researchers that performance is an important variable in work 
organizations. Therefore, there is a general agreement among researchers on its 
definition. 
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McEvoy and Cascio (1989) defined it as an 'accomplishment of assigned tasks'. To 
energize employee motivation McEvoy and Cascio suggested that the definition of 
performance should include a description of what is expected of employees, plus the 
continuous orientation of worker towards effective performance. They argued that 
performance descripfion includes three elements, namely goals, measures and 
assessment. 
Further Cambell et al. (1993) contended that performance is not the consequence or result 
or action, but that it is action itself. They define performance as 'those actions or 
behaviours that are relevant to the organization's goals and that they can be scaled 
(measured) in terms of each individual's proficiency (that is, level of contribution). 
Although they are disfinct from the performance concept, effectiveness and productivity 
variables are some times used in the management literature as synonymous with 
performance. 
Effectiveness refers to the evaluation of the outcomes of performance. It is the result of 
the aggregate performance of ail employees at all management levels. According to 
Campbell et al (1993) employees should be rewarded or punished based on performance 
not on effectiveness, because the organization cannot know who is performing well and 
who is performing less well. 
When the system of reward and punishment is based on effectiveness, high performing 
employees will be frustrated because the organization equates them with their more 
poorly performing counterparts. The frustration may negatively influence their 
commitment and performance, and thus organizational effectiveness. On the other hand 
the low performing employees will be happy at the expense of the high performing 
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employees, because they are sharing rewards and punishment equal to the high 
performing employees. This equation between low- and high- performing employees may 
motivate the poor performing employees to sustain the same line of poor activity. 
In this context, some researchers argue thai performance related pay (PRP) schemes of 
reward are important to improve employees' performance and organizational success. 
Performance related pay (PRP) schemes call for rewarding individual employees on the 
basis of their performance. PRP can be defined as 'a method of payment where an 
individual employee receives increases in pay based wholly or partly on the regular and 
systematic assessment of job performance. 
Stern and Stewan (1993) argued that 'long term pay for performance plans must reconcile 
three conflicting and possibly irreconcilable objectives: retaining key executives, creating 
strong incentives for performance and controlling excessive costs. Booth and Frank 
(1999) suggested that 'jobs with performance related pay (PRP) attract workers with 
higher ability and induce workers to provide greater effort,^ ^ 
Although performance is widely agreed as a multifaceted concept, many studies (e.g. 
Pritchard and Karasick, 1973; Ferris, 1982; Makiney and Levy, 1998;Randal et al, 1999) 
conceptualized performance as a unidimensional construct. According to Campbell et al. 
(1993), one of the pervasive fallacies was this classic position that dominated applied 
research for more than a century. They concluded that single view of performance was a 
very unfortunate and counterproductive characterization of the goals of performance and 
that this one-dimensional concept cannot possibly be the best fit. 
'* Abubakr M.T, Suliman (,2001), The Intcniational .lournal of Human Resource Management, Work 
Performance, pp 1049-1050 
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Angle and Lawson (1994), Kalleberg and Marsdcn (1995) and Somers and Bn-nbaum 
(1998) suggested that multiple dimension scales to measure performance relationships 
with other variables is necessary to examine and understand the nature, significance and 
strength of these relationships. It is worth mentioning here that the multidimensional 
nature of performance was rooted in Vroom's (1964) model of Valence-instrumentality-
expectaney of work motivation. According to this model performance is a multiplicative 
function of ability and motivation. In general, researchers from the early 1990s, realize 
the importance of conceptualizing performance as a multifaceted construct. 
In the quest for increased effectiveness and improved quality of work, well-functioning 
performance management techniques are of paramount importance (Hurley, 1998). Such 
techniques are based on the principle that individual performance can be evaluated and 
the results communicated to the evaluee in such a way that provides insight to the areas in 
need of improvement (Borman, 1997). 
In defining managerial performance, there appears to be an acknowledged 
methodological ambiguity and conceptual disarray that results in definitions that are 
either too narrow (Cambel et al, 1993 Werner, 1994) or unable to deal with 'imprecise 
and hard to pin down' distinctions such as 'in-role' and 'extra-role' performance 
(Werner, 1994:105). This lack of coherent conceptual framework can be seen as a 
rcneclion of the complexity of the requirements of managerial positions (Ward, 1997: 
Brutus et al., 1998) and the fact that their nature and content change over time (Werner, 
1994). Managerial positions are frequently unstructured and difficult to analyze as they 
" Abubakar M.T.Su!iman,2001,Work Performance, The International Journal of Human Resource 
Management, September 2001, p.p 1049-1050 
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span long-term activity cycles and include a multitude of tasks, the nature and variety of 
which are not always reflected in job descriptions. 
An allied dimension to the problems of analyzing managerial performance is that the 
definitions of performance used in research do not always coincide with those evaluators 
employ in reality (Werner, 1994). The conceptual framework individuals keep in mind 
when they are evaluating their own or their colleagues performance is a reflection of their 
value system and work ethic and largely dependent on their personal perspectives and 
relationships with and within the work enviroimient.^^ 
3.8: Models and Metrics of Performance Management System 
In Performance Management System a model is a guide that indicates how best 
competencies could be fit into a Performance Management process. There are one-
dimensional models, mixed models and three-dimensional models. In one-dimensional 
model or the traditional model is based on the single factor of performance and the entire 
focus is on what to be achieved. The How factor of achievement is not looked into in this 
type of model and is perhaps not fit for today's world of business where short term 
survival and long term survival is equally important. The following is a one-dimensional 
model where the key stress is on what is to be performed. 
** Cambell Fraser and Anna Zarkada- Fraser,2001, Perpetual Polarization of managerial performance from 
a human resource management perspective, The International Journal of Human Resource Management, 
March200I,p.p257-258 
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h^e Job 
Define what results 
Have to be achieved 
Accountabilities 
i.e.-outputs 
v 
Define a set of key 
objectives against 
the 
Accountabilities 
Review 
performance 
against the key 
objectives Model 3.1 : 'The One dimensional model' 
A performance management process that combines planning, managing and reviewing 
both results and competencies is called a 'mixed model'. Mixed model or the competency 
based performance models for their added advantage are becoming the performance 
management model of the future. These mixed models assess and reward both results and 
competencies demonstrated on the job. It shows what the employees achieved and how 
they have achieved it. 
3.8.1: one dimensional model 
In one-dimensional model people are not aware whether an achievement is one time and 
situational. Employees can adopt practices that can boost their performance in the short 
run making colossal losses for the future. There are enough examples of the loopholes of 
the one-dimensional model. 
*' Frankline Hartle (1995).How to Re-engineer your Performance Management Process, Assessing the 
current Situation & Re-engineering the Performance Management Process Kogan Page, p-104. 
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3.8.2: The Mixed model 
The 'mixed model' represents a more powerful and longer lasting approach to 
performance management than what one-dimensional objective-based approach. A 
'competency based' approach brings a different perspective to performance management. 
It employs a wider, a more comprehensive tool to describe the performance expected 
from an individual. 
The Job 
1 
Define how 
Results have 
To be 
Achieved 
i 
Key competencies 
i.e. inputs 
JDefme what results 
Have to be achieved 
i 
Accountability 
Model 3.2 : 'The mixed model'''^ 
Performance 
contract 
: a set of Define a set  key 
Objectives 
+ 
Define asset of 
Behavioural 
Objectives 
Agairist key competencies 
Review Performance against 
Key Objectives and Key 
Competencies 
Here, performance is defined not only in terms of what is to be achieved but how it is to 
be achieved and what competencies must be utilized as is depicted in the model. 
3.8.3: The three dimensional model 
The next model presented takes another dimension besides objectives and competencies. 
The most important dimension customer fits in this model. The customer is involved in 
setting the performance contract and on giving feedback to the performance review. 
FrankUne Hartle (1995) How to Re-engineer your Performance Management Process, Assessing the 
current Situation& Re-engineering the Performance Management Process Kogan Page, pp 104. 
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The Job Defme what resuhs_ 
have to be achieved 
i.e. outputs 
Define how 
Resuhs are 
to be Achieved^ 
i.e. inputs 
Customer 
Expectation 
•^Customer 
Feedback 
Performance contract 
Key Objectives 
+ 
Key Competencies 
Review 
Performance 
against 
Key Objectives and 
Key Competencies 
71 
Model 3.3 : 'The three dimensional model' 
The typical traditional performance management process of the 1990s focused almost 
entirely on defining what is to be achieved. However, today competency based 
performance management schemes are plentiful and becoming the model for the future. 
A performance management process that combines planning, managing and reviewing of 
both results and competencies is called a 'mixed model'. • 
These mixed models assess and reward both results and demonstration of competencies; 
both what employees actually deliver and how they do it. The mixed model represents a 
more powerful and long lasting approach to performance management than just an 
objective based approach. A competency-based approach brings a different perspective to 
performance management. It uses a wider, more comprehensive language to describe the 
Frankline Hartle (1995).How to Re-engineer your Performance Management Process, Assessing the 
current Situation& Re-engineering the Performance Management Process Kogan Page, pp 105. 
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performance expected from an employee. Performance is defined in terms of the results 
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and also in terms of behaviours employees use to achieve the job results . 
3.9: Three levels of Performance - Organization, Process and Job/Performer 
Nineteenth century environmentalist John Muir found that each component of the 
ecosystem is in someway connected to all other components. Similarly, everything in an 
organization's internal and external "ecosystem" (customer, products and services, 
reward systems, technology, organizational structure and so on) is connected. To improve 
organization and individual performance there is a need to understand these cormections. 
Performance can be improved only through a holistic approach that recognizes the 
interdependence of performance variables. 
Researchers who have been working on organizational ecosystem and performance have 
broadly categorized performance variables into three categories along with their 
performance variables. Each of the three principal levels has three sub variables and 
thereby there are nine performance variables in totality. They are: 
> Organization level 
> Process level 
> Job/ Performer level 
3.9.1: The Organization Level 
Organizational level is the 'Macro system' of performance engine. It is the bigger canvas 
on which subsystems do function. If an analogy is drawn it is like the operating software 
like 'DOS', 'WINDOWS' or 'UNIX' or like that of a computer- a mega platform on 
" Frankline Hartle (1995).How to Re-engineer your Performance Management Process, Assessing the 
current Situation& Re-engineering the Performance Management Process Kogan Page, pp- 104-105. 
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which utility softwares are built and used and at the same time it builds relation with the 
computer hardware, to make everything functioning like plug and play. 
The overall performance of an organization as to how well it meets the expectation of its 
stake holders depends on the results produced by its goals, structures and management 
actions at all the three level of performance. The three levels represent a structure similar 
to the anatomy of the human systems to a large extent. 
The anatomy of the human body includes a robust skeletal system, supported by strong 
muscular system and a central nervous system. All these three systems are interdependent 
and failure in any one of them has a corresponding affect on other sub systems. Similar is 
the situation in an organization's three performing systems. Any failure and defect will 
always affect the fimctioning of the residual systems. 
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Levels 
Organization 
Level 
Process 
Level 
Job/Performer 
Level 
Goals 
Organization 
Goals 
Process 
Goals 
Job/Performer 
Goals 
Design 
Organization 
Design 
Process 
Design 
Job/Performer 
Design 
Management 
Organization 
Management 
Process 
Management 
Job/Performer 
Management 
Table 3.1: The Nine Performance Variables 
The three level of performance only constitute one dimension of performance framework. 
The second dimension comprises three factors- performance needs that determine 
effectiveness at each level and the effectiveness of any system. When the three levels are 
combined with the performance needs there resuUs nine performance variables. These 
variables that appear in the following model (model 3.1) represent a comprehensive set of 
improvement levers that can be used by managers at any level. 
3.9.2: The three performance needs 
The Organization level has three variables or performance needs namely organization 
goals, organization design and organization management. 
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Organization Goals: Organization goals are part of the organizational strategy. All the 
three mega levels and all the performance variables emanate from the organization goals. 
The organization goals reflect the decisions of the top management on creation of 
competitive advantage, initiatives to be undertaken for creation of new services, products 
and markets. The strategy is important because it sets organization wide goals. 
Organization Design: Organization Design focuses on the structure of the organization. 
It creates the Organization Chart or 'Organogram'. The Organization Chart is important 
because it shows the hierarchy, responsibility, accountability, authority as well as an 
understanding about the various work and process flows inside the organization. It shows 
the various formal relationships and interfaces among various functions and structure of 
formal communications. 
Organization Management: Organization Goals and Organization Design enables the 
company to function as an efficient system. But to operate efficiently and effectively the 
organization must be properly managed. At the organization level 'Management' 
includes: 
o Goal Management: It refers to creation of suitable functional sub goals that can 
support the achievement of the overall organization goals. Failure to do so will 
lead to sub-optimization of resources and fiinctions. 
o Performance Management: This involves obtaining regular customer feedback, 
tracking actual performance against measurement dimensions established, 
feeding back performance information to relevant subsystems, taking corrective 
actions if performance is below the target and resetting goals so that the 
organization is regularly adapting to external and internal realities. 
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o Resource Management: This is the critical task of allocating people, equipment 
and budget across the system. Resource allocation should be such that it will 
enable each function to achieve its goals, making the expected contribution to the 
overall performance of the organization. 
o Interface Management: Interface management involves ensuring that the 
"White Space" between functions is managed. Here, managers have to resolve 
functional conflicts and establish infrastructures to support the collaboration that 
characterizes efficient, effective internal customer-supplier relationships. 
3.9.3: The Process Level 
The process level is the next set of variables that affects an organization's performance. 
When we travel down the functional boundaries of the organizational level, we see the 
process level where we can notice how jobs are performed. Organizations produce their 
outputs of services or products through a matrix of cross functional work processes- such 
as new product design process, the production process, the marketing process, the sale 
process, the delivery process, the documentation process and the like. 
It is rightly said that an organization is only as good as it processes. To manage the 
performance variables at the process level, one must ensure that processes are installed to 
meet customer needs. Processes must work effectively and efficiently and the customers' 
and organizational requirements drive that process goals and measures. Most key 
dimensions of organization performance result from cross-functional processes such as 
handling, billing, procurement, product and service development, customer service, 
service delivery, sales and service forecasting. The process level variables are: 
Process Goals: Processes are the conduits through which works get produced. The goals 
of processes that touch the external customer should originate from the organization goals 
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and customer requirements. The goals for internal processes should originate from the 
internal customer requirements. 
Process Design: Once the process goals are determined, the immediate task is to make 
sure that such processes are designed to meet the goals efficiently. Processes should be 
logical, streamlined paths to the achievement of the goals. 
Process Management: A process with a logical structure can not be effective if it is not 
rightly managed. Process Management includes the same components as organization 
management 
> Goal Management: This is establishment of sub goals at each critical process 
step. These goals should drive functional goals. 
> Performance Management: It involves obtaining regular customer feedback on 
the process output, tracking process performance along the dimensions 
established in the goals, feeding back performance information, identifying and 
correcting process deficiencies and resetting process goals to reflect the current 
customer requirements and internal constraints. 
> Resource Management: This involves supporting each process step with the 
equipment, staff and budget it needs to achieve its goals and can make its 
expected contribution to the overall process goals. 
> Interface Management: It involves managing the "White Space" between 
process steps especially those that pass between functions. The greatest 
opportunities of improvement lie between process steps. 
3.9.4: The Job Performer Level 
Various organizational processes produce organizational outputs. Individuals doing 
various jobs in turn manage processes. The final level of performance is the job 
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performer level. The organization and process levels may be fine in terms of goals, 
design and management. But that will only work if the needs of the people who form the 
job performer level are properly addressed to. It is people who 'make or break' 
organization and process performance. If processes are the vehicle through which 
organizations produce outputs then people axe the vehicle through which processes 
function. Like the Organization and Process levels Job performer level also includes the 
following components: 
Job/Performer Goals: Process goals were needed to support the organization goals. 
Similarly, there is need to establish goals for the people for jobs that support processes. 
The job goals have to be set to tie the process requirements. All the job goals need to be 
process driven. The prospect of achieving the strategic goal is high and optimistic if only 
the job goals are tied to process requirements. 
Job Design: Job design is extremely necessary to support optimum contribution to job 
goals. The design of job is important for enabling the job goals to realize targets. 
Job/Performer Management: job management is essentially men management. The 
difficulty is however with the manager whose tendency is to over manage individuals and 
under manage the ecosystem in which they work. Job management is accurately defined 
as 'Human Performance System'. 'Human Performance System' management is based on 
the premise that people, for the most part are motivated and talented. 
If people do not perform optimally, the cause is most probably in the ecosystem of the 
organization. The 'Human Performance System' like the organization system is 
composed of inputs, processes, outputs and feedback. All these components need to be 
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sensitively managed. If the Organization level of performance is not being defined, 
designed and managed, there is no context for human or system performance. In this type 
of situation, well-intentioned activities are carried out in vacuum. 
Organization level of performance is important to any organizational unit, from an entire 
company to the smallest sub department. Like the robust platform in computer software 
the organization level similarly keeps relation with its market (hardware) and the basic 
skeleton of the major functional areas of the organization. The subsystems are unable to 
perform without the mega platform. Besides each of the utility software and programme 
needs to be compatible with the mega platform in order to function effectively. 
The performance variables and tools at the organization level help identify what needs to 
be done, i.e. the goals, the relationship necessary to get it done, i.e. the design, and the 
practices that remove the impediments to getting it done, i.e. the management. A strong 
foundation and performance at organization level is a basic need to strengthen and 
proceed for the performance of the remaining two levels. 
In an organizational set up every work is get done through its qustomer and 
administrative processes. If one is interested to understand the flow hovf work is get 
done, how it can be improved, then process should be the focal point of oine's attention 
and action. Viewing an organization fi-om the process perspective helps one |to know what 
radical changes are required in goals, in the design of business sysicms and in 
management practices. 
Organization and Process goals can be achieved only through perforjnance at the 
job/performer level. Managing people is not as easy as it seems to be but it is also not that 
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mystical as many proclaim. Effective managers' use 'Human PerfOTijiaii^-iSysJeiivU©.. 
manage factors that enable good people to perform at their best . // ' f » C'^CN ^ ' ^^ 
3.10: Motivating Language and its Effects on Performance &. Sansjaction. -^ ^ y 
Research has shown the importance of a leader's oral communication skills to successful 
outcomes. Management theorists have identified leader communication as a key means 
for improving worker motivation. Clear expression of the link between performance and 
rewards has been the basis for the expectancy and path-goal models of motivation and 
leadership. Recent studies have begun to explicitly investigate the motivational impact of 
the employee performance. 
Management theorists and Practitioners have been stressing the importance of leadership 
communication as a vital tool for improving the performance and satisfaction of the 
subordinates working imder them. The motivating language model (Sullivan, 1988) 
clearly embodied the relationship between leaders' verbal skill and organizational 
performance. The Motivating Language (ML) theory predicts that strategic applications 
of oral communications by leaders' have positive measurable effects on subordinate 
performance and their job satisfaction. 
Management literatures assume that linguistic skills are living and dynamic. Research 
studies in this field suggest that leaders' can be trained to improve their language skill 
significantly and positively for a relational change in subordinate performance such as 
productivity, overall job satisfaction, loyalty to one's superior and reduction in job stress 
variables. 
" Gearry A. Rummler, Alan P. Branche (1990). Improve Performance. Three levels of Performance-
Organization,Process & Job Performer, Jossey-Bass Publication, pp 15-34 
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Most of the early Management literatures described a hypothetical link between a 
leader's language and key outcomes. Daft and Wington (1979) noted that high variety in 
verbal language is a managerial controlling tool. And Gronn through his study on the 
subject presented an analysis of how a school principal maintained dominance through 
the deliberate use of talk. Gronne farther observed that educational administrators 
deliberately chose words to both tighten and loosen the grip of control on subordinates 
based on his study on a coding system for recorded talk. 
A very important outcome and observation of Gronn was that leaders could improve their 
performance by analyzing recorded conversations with subordinates. According to 
Conger (1991), language is not only a mechanism for leadership control. He found 
language as a means of motivating and conve3dng strategic vision to subordinates. Drake 
& Moberg (1986) found oral communication as a form of managerial influence and 
mitigation. 
Sullivan conceptualized motivating language as a model of effective leadership speech. 
According to him motivating language has the goal of bridging the distance between 
leader intent and employee understanding to favourably influence employee outcomes. 
The motivating language (ML) theory hypothesizes that deliberate variance in leader 
speech can be used as a motivational tool to help employees actualize the desired 
organizational objectives. 
The motivating language (ML) theory is based on three types of speech acts as was 
conceptualized by Sullivan (1988) which is as under: 
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1. Perlocutionary Language is direction giving and uncertainty reducing. 
Sullivan hypothesized that when language minimized worker role and task ambiguity, 
performance and job satisfaction would increase. This form of direction giving speech 
occurs when leader clarifies task, goals and rewards to an employee. 
2. Illocutionary Language takes place when a leader is willing to share his 
affect with his subordinate. It is not assignment clarification but an expression of 
humanity. This style surfaces when a leader compliments an employee for a job he has 
well done. 
3. Locutionary or meaning making language - this variety of language skill 
occurs during a leader's effort to explain organization's cultural environment that 
includes organization's structure, rules and v^ alue system. Management researchers 
interpreted the importance of this form of language skill with performance outcomes. 
In essence, the principal components of the motivating language (ML) are cultural 
meaning making in association with direction giving and empathetic speech. The 
motivating language (ML) theory is mainly based on the following assumptions; 
• The three basic speech acts represent most verbal expressions that 
can occur in leader-worker talk. 
a Leader behaviour strongly influences the effect of motivating 
language on subordinate outcomes. 
• The third assumption of the motivating language (ML) is that 
workers give actions greater credence then they do verbal communications. 
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• The fourth assumption of the motivating language (ML) theory is 
that all three types of speech form an integral whole. Sullivan stresses the fact that leaders 
must use a combination of all the three speech acts in order to gain full benefit of 
motivating language. The use of the ML can not be therefore piecemeal. The foil power 
of ML could be harnessed if leader is capable and adept in use of all the three speech 
acts. 
Job Performance 
Motivating 
Language 
Job Satisfaction 
Mode3.4: The Motivating Language Model^'' 
Subordinates rely more on behavioural messages than speech when the two are 
incongruent. Speech is viewed as cheap when it conflicts with actions. Employees' 
perceptions determine whether the leader's language is motivating. An employee must 
understand the leader's intended message to achieve inferred goal of Ml for mutual sense 
making between leader and the led. 
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The literature on the ML clearly and emphatically states that a leader's motivating 
language should affect worker performance and satisfaction^^ 
3.11: Developing High Performance Workscape 
3.11.1: The High-Performance Productive Environment 
The performance of one member of an organization has an impact on the performance of 
the rest of the group. The dynamic place of business is an interesting situation where 
destiny of each person is associated with the destiny of the others. The performance of 
one individual affects the performance of the others. The good message is that there are 
tools available for maximizing the performances of one and many. These tools include 
understanding the ingredients of high performance workscape (environment) and the 
methods of creating such an environment. 
The concept oh high performance environment or climate refers to context- the values 
and attitudes held about people that create the strategies and unwritten rules about 
behaviour. These strategies tell members of a particular environment what actions 
encourage and support others. It also tells what sort of climate imposes constraints on 
performance^*'. 
3.11.2 Ingredients of High Performance Workscape 
There are many ways of looking at the workscape to understand it. There are many 
frameworks. A framework is basically useful because it helps us to structure our thinking 
" Jacqueline Rowley Mayfield, Milton Ray Mayfield and Jerry Kopf; The effects of 
Leader Motivating language on Subordinate Performance and Satisfaction, Human 
Resource Management, Fall/Winter 1998, Vol.37 pp 235-239 
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and to understand the situation better. However, most often we are tied with only one 
such framework. 
Individuals feel that only one framework is possible. They get struck in that frame of 
reference in which we are personally involved and we personally operate and in the 
process we limit our capability to create and innovate. Joel Barker (1985) has nicely 
coined this as "Paradigmparalysis". 
There are traditional ways of looking at the climate or context of high performance. The 
first frame work discussed here has come from the field theory thinking of Kurt Lewin. 
This is known as -"the trait view". The second framework uses the behavioural tool-
"the behavioural view". Finally there are "mixed firame" which is more holistic in 
nature'^ 
3.11.3: The Individual/Trait viewpoint of High Performance 
Individual psychologists approach to high performance is based on the individual's trait 
associated with excellence. This perspective is often called the trait perspective. 
According to this theory high performance is an individual attribute. They argue some 
people have high potential to achieve while others do not have. And the task of the 
organization is to search for high potential personnel who possess the ability and have 
the desire to achieve. 
Many authors have described the features for a high performer. Charles Garfield (1986) 
and many others have studied and identified people with traits of high performance. 
^' Oscar G.Mink, Keith Q.Owen. Barbara P. Mink (1993), Developing High Performance People: The High 
Performance Productive Environment, Addison-Wesley Publishing Company- Menlopark, California, pp 
50-51 
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These authors discovered that high performers have several common characteristics or 
traits. They are: 
• Achievement Orientation: High performers have a great desire to achieve 
because they cherish a dream about what they want for themselves. 
• Self-Confidence: high performers have a positive mental attitude that permits 
them to act with high degree of self-confidence. 
• Self-Control: high performers have a strong sense of self-discipline. 
• Competence: high performers have developed some specific skill or competences 
that help them to achieve then: goal. 
• Persistence: high performers have a bias towards action. They are "can do" and 
"never die" people who are willing to work hard persistently to achieve their goal. 
From this point of view leaders can identify and select people who are capable of high 
performance by observing their psychological makeup. But unfortunately tools available 
for such trait selection are not defect proof and are only partially successfiil. 
3.11.4: The Behavioural viewpoint of High Performance 
The behavioural psychologist's view is also important in understanding the high 
performance. This viewpoint stresses that the challenge of achieving high performance 
rests with eliciting and reinforcing right set of behaviours. High performance can be 
achieved through systematic management of rewards and punishments. According to this 
school of thought, an organization's task that is trying to improve performance rests with 
creation of an environment that elicits and then rewards the desired behaviours. 
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Many authors of this school of thought after prolonged study have identified five 
ingredients of high-performance environment. They are: 
> Climate: The interpersonal world in the business needs to be positive, supportive 
and conducive to risk taking. There should be existence of sufficient trust to 
provide the context for performing various action plans. A positive, trusting social 
climate encourages learning or skill acquisition and problem solving. It gives the 
job performers a sense of confidence to learn and to perform at a level that meets 
self expectation and others expectations. 
> Direction: The high-performance environment helps in establishing clear goals 
and lets people know about the required standards in achieving those goals. This 
environment provides both the learner and the performer with clear performance 
guidelines. 
> Opportunity: After the goal is established, the job performers must have the 
option to perform the right behaviour. This includes provision of appropriate 
tools, resources, processes, coaching and counseling. The existing competencies 
of job performers must be made use of 
> Consequences: Every behavioural pattern produces a range of consequences or 
results. Results that have desired outcomes are considered positive and those 
produce undesired outputs are naturally considered negative. Then feedback about 
the consequences of behavior as they relate to established goals must be provided. 
> Incentives: At the end of the process, the job performers must receive a valued 
incentive for positive bahaviour or a negatively valued outcome for negative 
behaviour. 
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In reality most managers adopt one or other of the two models. One consequence of such 
dependence on a trait performance is that such managers tend to over estimate the effects 
of these factors on performance ignoring the environment they have created. Such 
managers often blame the job performers without looking into the environment that does 
not support high performance. In effect, it is the management style that affects and 
inhibits individual and group performance. 
On the other hand, if managers rely solely on environmental factors they may again face 
performance problems. Because too much attention to the environment and not enough 
attention to factors like values, attitudes and skills of the performers or to the culture of 
the organization can result into sub-optimum performance. Today's organizational 
psychology therefore does not advocate any of the above view in isolation as a sufficient 
condition for hyper performance. The proponents of modem theorist prefer a much 
broader view of high performance. 
3.11.5: The Interactionist perspective of High Performance 
According to modem organizational psychology, behaviour is determined both by 
personal traits as well as by environmental factors. This theory states that behaviour is a 
function of job performer and the environment in interplay. Because high performance is 
a function of this interaction, this view is called the interactionist or person situation 
perspective. Every event or action in a human system has an impact on someone 
somewhere in the system. 
If this view is agreed to, then there is logical agreement with the premise that high 
performance is a process of creating environmental conditions that enable high 
performance. The managers who agree this view must choose and develop individuals 
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who both can and will to perform at the highest possible levels and who expect that given 
the proper environment their skills with efforts will produce positive results. Kurt Lewin, 
the father of social psychology was the first to apply this methodology to performance 
problems. 
3.11.6: A Model of High Performance 
From the interactionist point of view high performance people are developed as a 
function of the person, the environment, and the interaction between the person and the 
envirorraient. High performance results when the interplay between the job performer and 
the environment optimizes the given potential. Apart from the existence of interplay 
researchers have recently identifies that commitment is an essential component of 
sustained performance. 
Commitment comes fi-om the identification and ownership in the company individual 
works. They believe leaders must show the following concern for development of 
identity of the individual performers. Leaders must: 
> Demonstrate an alignment between personal and organizational goal 
> Show people how they can meet their needs 
> Show concern 
> Help create mutual trust and respect 
> Demonstrate personal competence 
> Behave in a consistent or dependable manner 
> Respond meaningfully to individual needs 
86 
Factor 
Person 
Environment 
Ability 
Can do 
(Skills, Aptitudes) 
Opportunity 
(Clear 
Expectations) 
Value 
Want to do 
(Attitudes & 
Desires) 
Incentive 
(Valued 
Rewards) 
Action 
Try 
(Belief about 
Ability to 
Succeed) 
Feedback 
(Respond to 
Outcomes) 
Performance 
Goals 
(Desired 
Outcomes) 
Vision 
(Meaning, Focus, 
Direction, Action) 
Table 3.2: The High Performance Environment (Model modified based on Oskar G. 
Mink, Keith Q. Owen and Barbara P. Mink (1993)) 
In the above table a model of high performance is depicted based on the study of Oskar 
G. Mink, Keith Q. Owen and Barbara P. Mink (1993). They propose that high 
performance is possible only in situations in which there is a match between the person 
and the performance environment. The purpose of coaching is to help create this match. 
3.11.7: The Cultural View of High Performance 
The interplay of individuals and the organization over times lead to the development of 
the organizational culture. Organizational culture is the set of interconnecting, yet largely 
unwritten rules that organize organizational behaviour. This unwritten rules and silent 
language affects perception and guides individual and collective behaviour. These 
unwritten rules define what anthropologists prefer to call the "Workscape". 
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The workscape can be productive or it can be unproductive. In a productive workscape, 
the rules encourage and support high performance. In an unproductive workscape the 
rules encourage and support inferior performance. The productive workscape have some 
distinct characteristics. Some key dimensions of a productive workscape are: 
> Vision, Shared Purpose and Leadership: The productive workscape is held 
together on the strength of a shared vision, shared purposes and goals. The 
leadership of the team provides focus. The shared purpose and the leader's action 
must be consistent. The leader's role is to consistently identify, discuss and 
integrate the teams' purpose and vision with the organization's purpose and 
vision. 
> Shared Values and Teamwork: In a productive workscape, people trust and 
accept one another. They work together to accomplish a shared purpose and 
establish shared values through trust and understanding of others. 
> Individual Autonomy and Freedom: In the productive workscape people with 
skill and work is more important then rank and file. Structure may even be 
invented to place the customer (internal or external) at the top. There is little 
concern about status but a lot of concern with sharing skills and teaching. People 
work hard because they have identified themselves with the job. 
> Positive Relationship Characterized by Feedback and Problem Solving: In a 
productive workscape, people are focused on performance, not on status or 
hierarchy. Here, the goal is central, not one's position or authority. In such a 
climate there exists give and take, shared learning, and a continuous search to 
improve service and products. 
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> Management of Focus: The productive workscape support meaningftil goal 
accomplishment. People have the tools they need to succeed. All leaders must 
work to provide actual requirements for achieving purpose. 
> Work Structure: In productive cultures, people are aware what the right things 
to do. They know what skills are required for accomplishment of task and how 
best to use them autonomously. 
Productive cultures become understandable. Every one knows what to do and why to do 
that. Productive cultures are coherent and unified. Everything goes together and supports 
the main purpose of the organization. Words and deeds correspond with the purpose. To 
conclude, when the leader knows that he has right people who share the same values, 
goals and purposes as him, he gives them opportunities and incentives to excel in that 
supportive and productive envirormient in which they feel empowered to contribute as a 
team'^l 
3.12: Research Gap 
Most of the empirical research on performance management has taken place in United 
States and countries in Europe. There are few researches on Performance Appraisal, 
Feedback and other components of performance management in Asia and in India on 
some organizations and sectors in an isolated fashion. Research in Performance 
Management as an integrated form and holistic system is very limited if not totally absent 
in Asian countries. The multinational companies of United States, Europe and Asia have 
brought practices of performance management system for their companies in India. And 
'* Oscar G.Mink, Keith Q.Owen, Barbara P. Mink (1993), Developing High Performance People: The High 
Performance Productive Environment, Addison-Wesley Publishing Company- Menlopark, California, pp 
52-57 
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the indigenous companies have also adopted such practices in the face of fierce 
competition from the competitors to enhance their performance. 
There is a strong need to assess the performance of the performance management system 
in banks as findings regarding the effectiveness of such systems have long term 
implications for the competitiveness, viability and growth of the sector and economy of 
the country. To the best of the knowledge of the present researcher as of date, there has 
been no prior study of Performance management system in any Public Sector Bank in 
India and there lies a big research gap in an area as important as Executive Performance 
Management System in Banks. 
METHODOLOGY 
This is an exploratory research design 
3.13: Problem Definition 
Banks are one of the most important components of financial and economic structure of 
any country. They exist in the most complex and dynamic business envirormient where 
today real time services are taking place as a result of forces created by globalization, 
liberalization and radical technological innovations. To be successfiil banks need to 
constantly monitor their performance and achievements in terms of benchmarks arrived 
at internally or superior standards others have fixed in the same industry. 
To survive and flourish in the face of these unparallel global competitions banks need to 
adapt suitable strategies and tactics. The success and failure of any and all strategies and 
tactics that banks are taking to face these challenges are dependent on the behaviour, 
attitude and expectation of their staff members. The existence of a supportive 
performance environment can reorient the much needed employee behaviour. One critical 
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component for this supportive environment is the creation of organization wide effective 
Performance Management System. Introduction of Effective Executive Performance 
Management System (EPMS) appears to be the basic need of the present environment. 
3.14: Objectives of the Study 
The main objectives of the study are as under: 
> To understand the existing frame work of performance management system of 
executives of United Bank of India 
> To understand whether the present system has strategic cohesion with the 
strategic business plan of the bank 
> To understand whether the present system has all the important components of an 
effective performance management system 
> To understand whether the performance loop possesses all the important variables 
and whether it nms like a smooth programme 
> To understand the similarities and differences with an ideal system 
> To suggest opportunity areas for further modifications and improvements 
3.15: Scope of the Study 
Performance is the final outcome of any organization. It is important to study the "black 
box" of confidential report or supervisor assessment at this juncture of globalization. The 
study will have the opportunity to see and suggest whether the time is ripe to introduce, 
revamp and graduate present appraisal based performance system to a comprehensive 
performance management system that can accommodate a large many things and deliver 
the goods for organizational success and excellence. 
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3 . 1 6 : Methods of data Collection 
3.16.1: Primary Data 
Primary data were collected through servicing a printed questionnaire to respondents in 
branch offices, administrative offices. The questionnaire was structured and pre-tested 
several times before finally administered on the officers of the United Bank of India. The 
sample^^* under this study was selected based on the technique of simple random 
sampling. The samples of the study included officer members of the entire three 
management ladders. Scale-I Officers are categorized as Junior Management Group 
(OJM-I), Officers in scale II & III are categorized as Middle Management Group (MMG) 
and Officers in scale IV & V are categorized as Senior Management Grade (SMG) in 
banks. We restricted our data collection up to scale V level. 
The following table gives a description of the sample selected on a random basis and 
questiormaires sent to them and responses received: 
No. of 
Branches 
52 
No. of 
Administrative Offices 
3 
OJM 
375 
No. of Officers Questionnaires 
Served 
MMG 
112 
SMC 
15 
Responded 
OJM 
324 
86.4% 
MMG 
96 
85.71% 
SMG 
12 
80% 
Table 3.3:Showing details of questionnaires sent and responses received 
The demographic breakdown of samples seems to be consistent with the rest of the 
population in other public sector banks. The majority of respondents are men with 94% 
classifying themselves as men and a meagre 6% of respondents are female. 70% of 
* Details of sampling are given on page 95-96. 
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respondents reported to have a postgraduate or above qualifications and the rest possess a 
bachelor degree at least. 
3.16.2: How was the Study Carried Out? 
Banking is a sensitive financial area and getting data from the officers' were a very 
difficult job. Repeated mails, requests and visits required for convincing the respondents 
that the study had no relation with any business usage. But it was a really challenging and 
extremely delightfiil experience to gather data. 
Bulk data of officers were obtained from trainee officers of various levels and of various 
states who were attending the training programmes at all India Staff Training College of 
the bank at Kolkata. They were approached with a pretested questiormaire prior to the 
begiiming of a training class. On all occasions the faculty members accompanied and 
allowed detailing the purpose and made additional help before presenting the 
questionnaire to the respondents. Generally, on the beginning day of a progranmie 
questionnaires were serviced and were collected a day or two after the day of service. 
Before presentation and after collection of the questiormaire additional queries and 
discussions used to take place in a very candid way. With every respondent there was 
interactions a number of times and the data thus collected were highly satisfactory. 
3.16.3: Justiflcation of Selection of Samples from Officers 
The target group of the present study was based on responses from Officers' of the bank. 
The reason for selecting the officers' was very straight as present performance 
management in public sector banks relates to officers' alone. There is no performance 
management system for the non-officers' or award staff in this industry. Besides the 
93 
following reasons were determining factor for choosing officers' as respondents for the 
study: 
> Officers' only have the authority to take decisions and they are accountable for 
their own and for their subordinates' performance. 
> Officers' are capable cognitively and emotionally to respond to queries sought 
more accurately than their counterparts in the non-officers' category. 
> They are involved in the present process of performance appraisal process. 
3.16.4: Cr i t er ia for se lect ion of S a m p l e 
The criteria for selection of sample were based on simple random sampling method from 
across various levels of officers' as well as from officers' who would be representing 
various states. It was also uppermost in the mind that the respondents must have to be in a 
state of mind that would allow them to think and respond from a cool state of mind. 
Resource consumption in the form of time and money were also taken care of 
Other criteria were as under: 
o Sample must portray true representation 
o It must have small sampling error 
o Sample response must be within projected resource estimation 
o Sample should be such that it should not result into systematic bias. 
o Sample findings must give true picture of the universe with reasonable level of 
confidence 
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3.16.5: Secondary Data 
A review of existing literature was made from the library facilities at Indian Institute of 
Management, Calcutta, IBA bulletins. Bank Quest, RBI bulletin, home magazine and 
Annual report of United Bank of India. 
3.17: Human Resource data of UBI 
As per annual report of the bank total number of officers of United Bank of India stood at 
4480 (as On 31'' March 2003) and 4755 (as On 31'' March 2004) respectively while total 
number of clerks for the same period was 9077 and 9099 respectively and the strength of 
sub staff for the same period stood at 4188 and 4033. 
Cadre 
Officer 
Clerks 
Sub-Staff 
Total 
March 
Nrmiber 
4480 
9077 
4188 
17745 
2003 
Percentage 
25.2 
51.2 
23.6 
100 
March 2004 
Number 
4755 
9099 
4033 
17887 
Percentage 
26.6 
50.9 
22.5 
100 
Table 3.4: Category Wise number of employees^ 
3.17.1: Sample 
For optimum representation of the population a sample comprising of 432 was taken. As 
the study was based on primary data mainly and on behavioural responses it was not 
amenable to statistical test of "sample size through the approach based on precision rate 
and confidence level". However, a sample size as large as 432 appeared to be a true 
' Annual Report of United Bank of India,2003-2004, page9 
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representative for the study carried out. Besides there are 9077 staffs in clerical cadre and 
4188 numbers of sub-staffs as on that date. 
3.17.2: Sampling Method 
Primary data were collected by simple random method. Simple random numbers were 
generated using Microsoft Excel as available in Microsoft XP version. 
3.17.3: Analysis of data: Tools used 
For Analysis of data Statistical software S-Plus 2000 and MINITAB 13 have been 
employed. S-Plus 2000 is the most widely used and trusted statistical software all over 
the world. This software is equally popular and used both for real life business as well as 
for academic purposes. MINITAB 13 is also very reliable and trusted statistical software. 
Computer hardware used for this purpose is Pentium IV. 
3.18: Frame work of Dissertation 
The framework for dissertation is outlined here in brief. In chapter one Introduction, the 
background of the study in the form of technological changes occurring, expansion of 
number of banks and products and services due to withdrawal of entry barrier as a result 
of reformation measures, how different factors have necessitated a need for right sizing 
and monitoring of performance more closely, conceptual definition of Performance 
Management and Performance Management in Indian banks have been elaborated with 
references. 
The Second chapter contains relevant history of evolution of Banking Institutions, early 
history of banking, the development of British banking, the Goldsmith, the Bank of 
England, history of banking in India, foreign banks and changing role and function of 
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commercial banks. The chapter further contairvs the history of United Bank of India 
including human resource map of the bank in the form of number of employees. The 
second chapter also includes number and distribution of branches and performance 
highlights in recent years. 
Scope of the study, aims and objective of the study detail methodology such as primary 
data, venue of the study. Selection of sample, criteria for sample selection, sample design, 
sampling procedure, collection of primary and secondary data, statistical analysis made, 
hard wares and softwares used for the purpose are documented. 
In the third chapter deals in literature survey in the form of global view, types of 
performance appraisal systems, total quality management (TQM) in human resource, 
performance vs. potential appraisal, potential appraisal and performance appraisals in 
banks. The chapter further includes performance appraisal and performance management, 
Performance Management System, expatriate performance management, models and 
metrics used in performance management. 
It flirther deals in various levels of performance management, study on effect of 
motivating language, ways to develop high performance work environment, research gap, 
problem definition, objectives of the study and scope of the study. Methodology with a 
break up of methods of data collection, primary data, secondary data, human resource 
data of United Bank of India, sample, sampling method, analysis of data and tools used 
have also been explained in this chapter. 
At chapter four the "Black Box " has been opened and discussed in detail in two parts. In 
part -A analysis on various data has been made with tables and graphs. In part -B of the 
same chapter statistical analysis and interpretation of data has been made. 
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The work is finally concluded at chapter five after presentation of the important findings. 
The study has left a road map for the fiiture researchers at this stage. Books, periodicals, 
newspapers from where references were drawn during the course of study of Performance 
Management System are annexed in the list of bibliography. Questionnaire used for data 
collection is enclosed as appendix. 
3.19: Research Hypothesis 
1. a) Ho -Better Performance is a ftanction of Competence (P=C). 
b)Hi Better Performance is not a function of Competence alone (P 7^  C) 
2. a) Ho Better Performance is a fiinction of Culture (P=Ci). 
b) Hi Better Performance is not a function of Culture alone (P 7^  Ci) 
3. a) HQ Better Performance is a function of Commitment (P=C2). 
b) Hi Better Performance is not a function of Commitment alone (P i^ C2) 
4. Desired Performance is a function of interaction between individual traits and 
Organizational culture - Character, Competence, Commitment and Culture (DP = C'*) 
3.20: Limitation of the study 
1. Though the sample was based on officers' of all the three categories yet the study, 
could not reach the executives of topmost level who take the most important and strategic 
decisions of the bank for their extreme busy schedule. 
2.. Many respondents were found to be highly conservative and were really afi-aid of 
divulging anything, as result responses from all samples could not be obtained despite 
repeated visits and requests. 
98 
3. There was no evidence of any research work of this type in any of the PSU banks in 
India till date, so, charting the course of study was left almost without any sort of 
secondary help. 
4. The performance management system in PSU banks is yet to take proper shape. So, 
secondary source of documentation on performance is non-existent. 
Higher the hierarchy stronger the resistance to get the answers or the data. It took much 
more time to gather data than it was expected. Collection of data- primary or secondary is 
a grueling job in bank. Besides, many data were not made available in required form and 
in time. There were fewer responses from senior grade of managers who were unwilling 
to share their views for fear of organizational action. 
Responses were collected from different grades of officers' posted at diverse locations. 
The views of the officers' of junior grade with those of officers' of the senior grades were 
often seen as markedly different. This might be due to the fact of their exposure of 
markedly varied degree to organizational resources and information system. The 
experience, exposure and other reasons were there beyond the control of the present 
study. Future research in this field would surely add more value and justice to this field. 
All studies have their range of limitations. The present study is no different. Rather it is a 
study altogether new in a bank of public sector set up. Evidence of any prior study of this 
type could not be traced. Therefore, there was no road map in front when the study was 
undertaken. Depending of the capability of the present researcher on various resources 
the study was conducted on the officers' of the united bank of India with the following 
limitations: 
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> The study was restricted to officers' up to the senior management grades 
of officers (Scale V). 
> If the sample could be enlarged to a bigger size it would have given more 
valid results. 
> The present study did not work with secondary and quantity data. If 
secondary data were available there could have been more interesting 
comparisons and findings. 
> A comparative study with other public sector banks would have resulted 
into richer findings. 
Comparative study with non public sector banks and new generation private banks could 
have given better insights and depth to the present study. 
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CHAPTER-4 
4.1: GRAPHICAL ANALYSIS & INTERPRETATION 
4.1,1: Bank's Ecosystem 
Everything in an organization's internal and external ecosystem is connected. To 
understand and to improve the organization and performance of individual, understanding 
of the ecosystem is extremely necessary. An effort was made to find out whether the 
existing ecosystem (Customers, products, services, reward system, technology, 
organizational structure and the rest) was connected and integrated. 69% officers' 
belonging to the Junior Management Grade in the survey believed that the ecosystem of 
the bank was integrated and connected and as many as 80% of officers' in the Middle 
Management Grade also believed that the ecosystem was connected and integrated. But 
people in the Senior Management Grade were equally divided in their opinion about 
connectivity and integrity of the ecosystem of their bank. 
Graph 4.1: % of officers' across various Grades endorsing integrated ecosystem. 
Exactly 50% of officers in senior management grade only believed that the system was 
connected and integrated. This opinion indicates that at any rate the ecosystem as it is 
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now has lot of looseness and the bank has high potential and opportunity to improve it for 
higher performance and managing wastage of effort and scarce resources. 
4.1.2: Existing Structure of Executive Performance Management System 
Performance Management is an active approach to guide the organization to actualize its 
vision. Vision and Mission of an organization are the first things towards developing an 
effective and comprehensive Performance Management system. From an in depth survey 
it has been found that the Corporate vision and mission statement of the bank was yet to 
be developed, owned and shared. The mission is the grand design of the organization of 
what it wants to be. Vision is an idea of what is possible but has not yet happened. 
Performance Management is a strategic corporate plan that should truly originate from 
the mission of the corporation. According to officers in the very senior level Vision and 
Mission of their organization was still in a fluid state but would surely come very soon. 
But the majority of the officers did not know whether there was a vision and mission 
statement of the bank. 
The starting point of strategic business plan derives from the mission statement of an 
org£inization. The mission spells out what the ambitions of the firm are what it seeks to 
reach and what it would like to be in future. It carries the blueprint of the firm's 
businesses, products and markets. 
The study shows that executives belonging to Junior Management Grade (JMG) were 
divided in their opinion. 54% officers' in Junior Management Grade (JMG) reported that 
they knew but none could support it in detail. 62% of officers belonging to Middle 
Management Grade (MMG) subscribed the view of the JMG exactly in the same manner. 
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Graph 4.2: % of officers' across various Grades endorsing no Mission & Vision Statement. 
But officers' belonging to Senior Management Grade unanimously and in unison 
reported that there was no existence of any mission and vision statement in their bank. 
The absence of mission and business definition can only help the bank to fumble in the 
face of selection of opportunities, threats and the choice of strategies. 
4.1.3: Performance Planning 
Performance Planning is the first component of Performance Management System. There 
is existence of very planning process towards achieving short-term objectives of the 
bank. 88% of officers' belonging to Junior Management Grade (JMG) believed the 
existence of planning process. Among them 42% strongly believed the presence of 
planning while 46%) generally believed existence of planning exercise. A megre 12% did 
not endorsed to the view of existence of planning exercise. 
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Types of 
Officers 
JMG 
MMG 
SMG 
Total 
Strongly 
Agreed 
135 
(42) 
24 
(25) 
12 
(100) 
171 
Agreed 
150 
(46) 
72 
(75) 
0 
(0) 
222 
Strongly 
Disagreed 
0 
(0) 
0 
(0) 
0 
(0) 
0 
Disagreed 
39 
(12) 
0 
(0) ^ 
0 
(0) 
39 
Total 
324 
(100) 
96 
(100) 
12 
(100) 
432 
Table 4.1 •.showing existence of planning process (figure in the parenthesis 
represents percentage of respondents against sample) 
25% of Officers' belonging to Middle Management Grade (MMG) strongly opined that 
there was existence of very strong planning exercise and the rest 75% agreed presence of 
planning component in generic terms. 100 % of officers' in the Senior Management 
Grade (SMG) emphatically responded about existence of planning process. 
Performance planning also includes performance priorities. The bank under the present 
study has taken many initiatives and prioritized their products, processes and individuals 
for performance unprovement. This was due to external competitions and pressures from 
the stakeholders and other authorities. The vision and mission strategies that were in a 
fluid state had been contributing to the area of performance planning. 
Though there were very strong planning exercises but the performance planning lacked 
effective and efficient performance processes. But planning, managing developing and 
controlling of processes for various job cycles were not found operating. The absence of 
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systematic process approach left abundant white space (inter departmental, inter-job 
spaces)- a very vital and opportunity area for both short and long term improvement. 
4.1.4: Performance Management 
The second step in Performance management system is drive for continuous 
improvement of the organization. There has been a vigorous management attempt to 
improve product and the performance of the individuals at the micro level. Most of the 
individuals in the organization were also found to be enthusiastic in the performance 
improvement processes launched. 
The continuous improvement process requires effective coaching, counseling, motivating 
and giving access to relevant information for effective performance. Training and 
development are also very vital areas of improvement process. The bank under the 
present study had very strong system for training and development. Many individual 
members agreed that they had relatively good access to needed information. 
' SATISFACTION LEVEL 
Satisfied with Promotion 
Satisfied with quantity of staff 
Satisfied with quality of staff 
Satisfied with access to information 
Satisfied with Job Design 
Satisfied with Bank's stress on Quantity of Job 
Satisfied with Bank's stress on Quality of Job 
Satisfied with Quantity and quahty of feedback 
JMG 
54 
54 
39 
46 
62 
•77 
77 
38 
MMG 
48 
48 
57 
76 
55 
86 
71 
52 
SMG 
72 
82 
92 
16 
35 
100 
74 
31 
Mean 
58 
61.33 
62 
46 
50.66 
87.66 
74 
40.33 
Table 4.2: Existing Performance Management level (in %) 
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Some of the important^ components of performance management are availability of 
organizational resources, access to quality and quantity of information, job design and 
quest and thrust for competency level enhancement. The success of performance 
management is measured in comparison with parameters like job satisfaction, Role 
satisfaction, progress in job, quantity and quality of staff. Table 4.2 gives a picture of the 
performance management exercise prevailing in the studied bank. 
On an average 61.33 and 62 percent of officers were satisfied with quantity and quality of 
staff they had. 46% of officers' in JMG, 76% of officers in MMG and 15% of officers 
belonging to SMG were satisfied with their access to quality and quantity of information 
for effective decision making. Job design satisfied 62% of officers' in JMG, 55% of 
officers in MMG and 35% of officers belonging to SMG. Bank's stress on quantity of job 
satisfied 77% of officers' in JMG, 86% of officers in MMG and 100% of officers 
belonging to SMG. 
Feedback required for higher performance was not found encouraging. 38% officers' 
belonging to Jimior Management Grade agreed that they get necessary feedback required 
for higher performance. 52% of officers in MMG and 31% in SMG Grade believed 
satisfactory feedback was available for better performance. On an average 40.33% 
agreed that the existing feedback was satisfactory. 
15% of officers' belonging to JMG was satisfied and thought the job load was 
optimum.57% of officers' in MMG and 55% of officers' in SMG were happy with the 
existing job load. 
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4.1^: Performance Review 
The third step in Effective Performance Management system is Performance Review. 
This contains performance measurement and performance evaluation. The key 
ingredients of a firm's success is not its plarming exercise alone but how effective is its 
measuring systems and matrix. Unfortunately, there was no existence of any up to date 
sophisticated performance matrix that could effectively track the performance gaps. 
Performance measurement is a key ingredient and a vital component of performance 
review as well as performance management system. Performance measurement consists 
of measures or indicators, reporting process tool and a diagnostic tool. The existing 
performance appraisal system through existing appraisal tool was not comprehensive and 
did not fiilfiU the criteria of an ideal and balanced performance measurement system. 
Type of Goal 
Clear that results are measurable 
Clear that bank employs fair performance matrix 
JMG 
38 
31 
MMG 
16 
33 
SMG 
0 
0 
Mean 
18 
21.33 
Table 4.3: Employment of performance measurement matrix 
38% of officers' in JMG feels that their results are measurable. 31% of JMG also 
reported the existence of performance matrix. Only 16% of officers' in MMG reported 
that their performance is measurable and 33% reported presence of performance matrix. 
All officers' belonging to Senior Management Grade opposed existence of any 
measurement matrix. 
All the officers' in SMG opposed the views that performance of their officers' was 
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measurable in the existing system. They also emphatically expressed about non-
existence of reliable performance matrix. 
A good and strong correlation was observed in response of officers' belonging to SMG 
when they responded that their performance was not measurable against their opinion of 
not having suitable tool for measurement in the form of effective performance matrix. 
4.1.6: Performance Feedback 
Feedback is the objective information about individual and collective performance in any 
organization. It plays a key role in determining job related strengths and weaknesses of 
an employee. Researchers have discounted traditional system of performance appraisal 
for getting executive feedback as a major and effective source. Because it fails to 
improve the job performance on many counts 
A very important area of performance review is the performance feedback. Performance 
review has changed noticeably across the globe during the last two decades. Progressive 
organizations are more concerned with the effectiveness of their feedback system. They 
are eager to know whether the review of performance process satisfy appraisees for long 
term and strategic purposes of the organization. 
The present study shows that there was 0% agreement across all grades of officers that 
there was accurate and timely feedback. There was general agreement on accurate and 
timely feedback in 23% of officers' of JMG and 24% of officers' in MMG. But the entire 
sample of SMG disagreed about existence of accurate and timely feedback system 
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Grade 
JMG 
MMG 
SMG 
S agree 
0 
0 
0 
Agree 
23 
24 
0 
S disagree 
15 
24 
50 
Disagree 
23 
33 
50 
No comment 
39 
19 
0 
Table 4.4: Showing existing feedback System (in %) 
There was very strong disagreement about existence of feedback system cimong 15% 
officers' in JMG, 24% of officers' in MMG and 50% of officers' in SMG. General 
disagreement was observed among officers' in the form of 23%, 33% and 50% among 
JMG, MMG and SMG respectively. 39% officers' in JMG and 19% of officers' among 
MMG refiised to comment. 
All Officers' in SMG and 38% of officers' in JMG and 57% of officers' in MMG in fact 
observed non existence of any proper feedback system. This appears as a critical area of 
opportunity for the bank in terms of performance management improvement process. 
Action to improve the situation is of paramovint importance given the situation where all 
round development is so essential. 
Today most of the progressive organizations have changed their traditional feedback 
process. They have opted for more open-ended feedback system from historical top down 
approach of supervisor's confidential report. Most of the progressive organizations have 
shifted to multiple raters and multiple source feedback system that is very popularly 
known as 360° feedback system. 
360 feedback system is a multi-source feedback system that is more balanced, consistent, 
valid, reliable, efficient and more conducive to performance management process. But 
like all the PSU banks the United Bank of India also did not have a formal feedback 
system. The present study can emphatically say that even feedback was not 45° in PSU 
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banks. United Bank of India with other PSU banks misses completely this unique 
component of performance management system. 
4.1.7: Performance Rating and Rewarding 
And the final step of performance management system is its rating and rewarding 
process. People will perform and perform their best if they are sure that their endeavour, 
labour and performance are rewarded. There is hardly any structured and objectively 
measurable system in the studied bank for rewarding the performance that way. And if 
there be it is not in practice. 
Designing appropriate system for rating and rewarding is as important as plaiming, 
coaching and counseling to achieve both short term as well as long term organizational 
performance. Part of the study of the query is captured and documented in table 4.5 
shown above. Existence of fair rating was the opinion of only 8% officers' belonging to 
the JMG group. 23% of officers' in JMG and 43% of officers' in the MMG were of the 
opinion that there was a fair rating system in the bank under this study. 
CO 
-a 
O 
JMG 
MMG 
SMG 
Mean 
Table 4 
Fair 
00 < ! 
8 
0 
0 
2.67 
.5: Show] 
a> 
a 
l - c 
bO 
< 
23 
43 
0 
22 
ngex 
Rating 
>>8 
0 
10 
50 
20 
istence o 
In 
(0 
• Q 
38 
33 
50 
40 
'Fair 
(%) 
4-. O 
31 
14 
0 
15 
Rating 
Reward ing 
•3) u 
§ S 
i! op (A < 
8 
0 
0 
2.67 
and Rewarding 
u 
60 
< 
31 
33 
50 
38 
w Q 
8 
14 
50 
24 
In 
4) 
03 
5 
31 
38 
0 
23 
(%) 
*-. o 
22 
15 
0 
12 
110 
But none of the officers' in the SMG endorsed their view. Further discussion on this issue 
revealed that officers' in JMG and MMG who had the opportunity to work closely and 
intimately with their superiors in MMG and SMG level and had little power distance had 
trust in their immediate superiors and they received fair rating they presumed though 
there was no official system of feedback of rating marks. 
Officers' serving in the SMG were found highly dissatisfied with the rating system. None 
of them believed that there was fair rating system in practice in the bank. There 
dissatisfaction rated from strong to normal in the proportion of one is to one as depicted 
in the above table 4.5. 
Presence of timely rewarding without discrimination was reported strongly by only 8% of 
officers' belonging to JMG group. None of the officers' of the MMG and SMG group 
strongly agreed its presence without censoring as they indicated 0% rewarding without 
discrimination. Existence of rewarding without discrimination was general opinion of 
31%, 33% and 50% of officers' of JMG, .MMG and SMG respectively. 
Strong disagreement was observed on the issue of existence of a fair rewarding system 
without discrimination by 31% of JMG, 33% of MMG and 50% of SMG group and 
general disagreement was noticed among 31% of officers' of JMG, 38% of officers' of 
MMG. 22%) of officers' in JMG and 15% officers' in MMG restrained their opinion 
either way. 
The study therefore gave a clear indication that majority of officers' were dissatisfied 
with the existing rating and rewarding system. It is popularly knovwi and believed in 
management parlance "A sad officer is a bad officer and is unable to give his ftiU 
potential". Hence the bank is required to wake up to the deficiencies prevailing in the 
II 
rating and rewarding system of officers if it is in search of better performance and willing 
to compete efficiently and effectively with other players in the same field. 
Rating and rewarding are inter related as one is the cause another is the result to that. So, 
in analyzing the data between these two sets of data whether correlation coefficient 
existed between rating and rewarding was tested individually as well as over the mean 
value to understand their association and relation. Here, again strong and positive 
correlation observed. 
There is hardly any difference to become a star performer, good performer or under 
performer when a relation is established between performance and reward monetary or 
non-monetary. Like all the PSU banks the United Bank of India has its weakness here. 
There is a general practice of treating equally the in-equals. But Management theorists 
and practitioners believe that the greatest inequality in an organizational set up is to treat 
the inequals equally. 
4.1.8:CapabiIity of PAS to Assess the Performance 
Researchers and academicians in the performance management area believe that 
performance can be managed to the extent it can be measured and truly appraised. 
Therefore, whether the existing performance appraisal system was capable of assessing 
the performance of executives of all grades was the next research question. The following 
table shows the responses of various grades of officers' about the capability of the 
existing performance appraisal as a tool to assess their performance. 
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. 
Type of 
Officers' 
JMG 
MMG 
SMG 
MEAN 
Strongly-Agree 
(%) 
0 
5 
0 
1.66 
Table 4.6: Showing capability of 
Agree 
(%) 
46 
48 
50 
48 
Strongly-
Disagree 
(%) 
15 
5 
50 
23.33 
Disagree 
(%) 
30 
38 
0 
22.66 
Not 
Known 
(%) 
9 
4 
0 
4.33 
J'AS to assess performance of all executives. 
A meagre 5% belonging to Middle Management Grade only strongly believed that PAS 
was capable of assessing the performance of all executives. There was a moderate 
agreement among officers' of all grades regarding the power of present PAS to assess the 
performance of all executives. It ranges from 46% to as much as 50% having a mean 
value of 48 among all the respondents. 
15% of JMG, 5% of MMG and 50% of SMG strongly believed that the existing PAS was 
uicapable of assessing the performance of all executives showing a mean value of 23.33. 
Again the common perception among the JMG (30%), MMG (38%) and SMG(0%) was 
that Pas was not capable of assessing the performance of all executives leading a mean 
score of 23.33. 9% of JMG and 4% of MMG were not sure whether the PAS was capable 
to assess or not. Therefore, there is a strong need to update the existing PAS to make it 
capable of capturing and assessing the vital performance areas. 
4.1.9: Basic Components of PMS 
The study wanted to discover whether the basic components of performance management 
system were there in the existing structure such as Goals and priorities, coaching and 
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Counseling, fair Rating, timely rewarding without discrimination and accurate feedback 
in time. 
The tabulated result as appears in Table 4.7: shows that 61% of officers in JMG believed 
the existence of Goals and Priority setting exercise in the existing system. Among them 
15% very strongly believed that and rest 46% believed it in general which was shared by 
38% and 40% officers' belonging to higher grades in MMG and SMG. 
G o a l s and Priorities In (%) 
en 
D 
o 
JMG 
MMG 
SMG 
Mean 
O Vi 
15 
0 
0 
5 
< 
46 
38 
50 
45 
0 
10 
50 
20 
Li 
60 
1—( 
8 
38 
0 
15 
1 
•M O 
1^ 31 
14 
0 
15 
C o a c h i n g and C o u n s e l i n g In (%) 
00 < 
8 
0 
0 
3 
u 
o 
60 
< 
54 
38 
50 
47 
5?Q 
0 
10 
50 
20 
<u (U 
l l 
bO 
es 
en 
• Q 
8 
38 
0 
15 
*-. c 
o c 
30 
14 
0 
15 
Table 4,7: Showing existing level in Goals and Priorities, Coaching and counseling 
None in JMG grade shared strong disagreement about the priority and goal setting 
exercise but 10% of MMG and 50% of SMG strongly disagreed the same. Again 31%o of 
officers' belonging to JMG and 14% of officers' belonging to MMG showed their 
ignorance in existence of the same in their system. The findings cited in the above table 
suggest that though there is existence of planning of Goals and priorities in the process, 
many officers' did not own them. It clearly indicates the lack of involvement of those 
officers' in the process or there might have been a process of strong top-down strategy of 
planning of priorities and Goals that is ineffective in a long-term perspective, or there 
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could have been ineffective interaction in tiie wiiole process of planning to accommodate 
the view of the job performers. 
In performance management process the next important and logical step is coaching and 
counseling to actualize the plaimed goals. Therefore, the study progressed on this key 
issue. In analyzing the finding on coaching and counseling it was found that only 8% 
among the officers' of JMG endorsed the view that there was process for timely coaching 
and counseling. 54% officers' of the same grade along with 38% in MMG and 50% in 
SMG favoured the idea that there was timely process for coaching and counseling. The 
mean score was 47. 
10% of officers' belonging to MMG and 50% officers' belonging to SMG group strongly 
opposed that there was timely coaching and counseling towards realizing the plaimed 
target. Again 8% officers' in JMG and 38% of officers' in MMG generally conceived 
that there was no timely planning of coaching and counseling. 30% officers' in JMG and 
14% officers' in MMG were not sure that there was timely process of plarming for 
coaching and counseling. 
A very strong correlation was observed between logically and ftindamentally two 
adjacent and interlinked components of performance management viz. performance 
plarming and coaching and counseling as figured in table 4.7 above. 
The correlation between Goals and priorities and coaching and counseling when worked 
out for each category it clearly represented a positive relationship. Therefore, the findings 
on the variable array sets of Goals and Priorities when compared with Coaching and 
Counseling it showed a strong positive relationship. This positive correlation existed both 
for individual grade as well as for the whole as represented above. 
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This finding and relation is a clear indication that bank is lacking in some sphere of its 
planning exercise followed by its back up system of coaching and counseling. There is 
enough opportunity to strengthen and integrate both the areas of planning and coaching 
and counseling for higher performance along with integration necessary for participation 
and involvement of officers' in the whole process. 
4.1.10: Innovation, entrepreneurship and intelligent risk taking 
There was effort to dissect the performance management structure to understand the 
anatomy of the basic components of performance management system fiirther. The query 
was whether bank was in the habit of encouraging iimovation, entrepreneurship and 
intelligent risk taking through reward. 
None of the officers' in MMG and SMG strongly agreed that there was reward system 
aimed at encouraging iimovation, entrepreneurship and intelligent risk taking. 46% of 
officers' belonging to JMG was of the opinion that there was reward system aimed at 
encouraging the soft skills of officers. 48% of officers' in MMG also endorsed the view 
in general form. 
GRADE 
JMG 
MMG 
SMG 
S Agree 
23 
0 
0 
Agree 
23 
48 
0 
S Disagree 
8 
14 
50 
Disagree 
23 
33 
50 
No Comment 
23 
5 
0 
Table 4.8: Reward for innovation, entrepreneurship and intelligent risk taking 
Disagreement was full and complete only differing in intensity among the officers' in 
SMG. There was disagreement that reward system was aimed at innovation, 
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entrepreneurship and intelligent risk taking among 31% and 47% of officers' of JMG and 
MMG with varied degrees of intensity. 
4.1.11: The Process Efficiency of the Bank 
The study stressed to know how effective in general was the process efficiency of the 
bank. The most neglected yet the most potential area of improvement in an organizational 
set up is the process management. 30%) of officers' belonging to JMG were of the opinion 
that there was existence of processes that used to consume resource but yielded no value. 
More than 52%) officers' in MMG and 100% officers' belonged to SMG endorsed the 
view. 
Therefore, the finding suggests that there were existence of many obsolete processes that 
were allowed to continue without having their valuable contribution. The view of the 
multinational companies is worth remembering -Every unit of money consumed by any 
business process must be capable to bring its due return otherwise a firm will eventually 
turn sick. These processes if not attended to may contribute to transforming present 
healthy units to sick units. 
4.1.12: Role Model for Performance Building 
The role model approach of performance management put the leader first. It is leading 
from the front. In this model of performance exercise leaders go out of their way to 
demonstrate that they care for their employees' hopes and dreams. Therefore there was 
an objective to know whether role model was in practice for performance enhancement 
exercise. An effort was there to know whether Role senders and role receivers interacted 
on performance constraints and opportunities, whether there was documentation of the 
performance in a formal and consistent way, whether the job performers had needed 
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resource, skill, knowledge and whether the Role senders took step in removing 
difficulties for better performance. It was also asked whether the role senders tried to 
project themselves as role model for better performance. 
54% of officers' in JMG and 62% of officers' in MMG were of the opinion that their 
superiors communicated performance constraints and opportunities but the officers' in 
SMG were not communicated likewise. It indicates that superiors made officers' 
belonging to junior stratum aware. But such facilities were not available to more senior 
grades officers. Status distance and geographical distance coupled with other official 
factors were responsible for such lack of communication. 
In' % 
Grade 
SMG 
MMG 
SMG 
Perf. Problems 
& Constraints 
Communicated 
54 
62 
0 
Documentation 
of performance 
made 
45 
62 
0 
Got needed 
resource 
77 
71 
100 
Remove 
difficulties 
100 
76 
0 
Acted 
as Role 
Model 
73 
67 
0 
Table 4.9: Role Model Traits. 
Documentation of performance in some way was reported by 45% of officers' in JMG 
and 62% of officers' in MMG but not agreed by the officers' in SMG. By and large 
officers' in all strata were happy with the availability of resources needed for 
performance. But when needed superior Officers' took step to remove difficuhies for 
necessary performance was the opinion of the 100% of officers' in JMG and 76% of 
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officers' in MMG. But officers' in SMG were found to be left alone to fend themselves in 
time of difficulty. 
73% of officers' in JMG and 67% of officers' in MMG found their immediate 
supervisors as Role Model for motivating themselves for higher performance. But again 
that was not the case when officers' in SMG looked above. 
Table 4.9 shows that a large number of officers' in the junior strata in JMG and also 
officers' in MMG saw their superiors played active Role model. But it was altogether 
absent in officers' belonged to higher and higher stratum of the organization ladder. It is 
no denying the fact that proper 'Role Model' is a useful way of team and individual 
performance both in short term and long term. It also suggests that officers' high in the 
organizational hierarchy might have been practising 'Autocratic Leadership Style' 
unsuitable for long term performance. 
4.1.13: Effect of Motivating language by superiors 
One of the prime objectives of managers is to guide subordinates in achieving job-related 
targets. Motivating language can significantly contribute to managers' effort in pursuing 
target as ML narrows the gap of communication-uncertainty. Better the communication 
better the performance and satisfaction. In service industry like bank the value of 
effective communication is of paramount importance. ML can be used here to promote 
communication skill and reduce the communication deficiencies. 
Motivating language theory was tested using the model conceptualized and developed by 
Sullivan 1988) and fiirther modified by Mayfield (1993) and Mayfield, Mayfield and 
Kopf (1994; 1995). The literature on the ML clearly and emphatically states that a 
leader's mofivating language should affect worker performance and satisfaction. 
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74% of officers in JMG and 76% of officers' in MMG in the study supported that their 
superiors used motivating language that positively affected their performance. 
Grade 
SMG 
MMG 
SMG 
Superiors use Motivating 
Language v^hich positively 
affect performance 
74 
76 
0 
Superiors use motivating 
language but negatively 
affect performance 
26 
24 
0 
Table 4.10: Effect of Motivating language by superiors. 
The results arrived at supports motivating language (ML) theory (Sullivan, 1988). 
appeared positively and significantly related with higher performance and higher job 
satisfaction. It gives valuable clue to management for enhancing employee performance 
and job satisfaction. Earlier research studies on motivating language (ML) theory 
emphatically and clearly proved that ML improves employee performance, overall job 
satisfaction, and loyalty to immediate superior and reduced stress levels. 
26% and 24% officers' in these grades found the use of motivating language by their 
superiors had negative relation with performance. But officers' in the SMG grade found 
no such usage of motivating language for their performance. 
The resuhs arrived at supports motivating language (ML) theory (Sullivan,1988) 
appeared positively and significantly related with higher performance and higher job 
satisfaction. It gives valuable clue to management for enhancing employee performance 
and job satisfaction. Earlier research studies on motivating language (ML) theory 
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emphatically and clearly proved that ML improves employee performance, overall job 
satisfaction, and loyalty to immediate superior and reduced stress levels. 
Maximum benefit of ML can be hopefully achieved if it is strategically integrated with 
overall organizational objectives, leadership behaviour and organizational culture. The 
use of ML is still in its primary phase. But it's potential as a factor of individual and 
corporate performance enhancement factor can hardly be ignored. 
4.1.14: Leadership Style, culture and Performance 
The next important question was based on the age-old debate of effect of leadership style 
and culture on performance and their relationship. Leadership style, organizational 
culture and performance (As observed by "Enmianuel Ogbonna and Lloyd C. Harris" and 
published in the international journal of Human Resource Management, August 2000) 
and their inter connectivity was tested in this study. It confirmed their findings that there 
are strong and positive relationships among the leadership style and culture on 
performance three 
4.1.15: Process Management and White Space 
In recent literature of performance management much importance is attached with 
process management. It is considered as one of the most neglected areas of performance 
management despite having the highest potential. An earnest effort was made in 
understanding the white space here against basic presumption of researcher on 
performance. It has been observed that 100% of officers belonging to JMG and MMG 
grade believed that there were many processes, which were obsolete, and under managed 
and required more care. But such process deficiency was endorsed by 50% of officers' 
belonging to SMG grade. 
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4.1.16: Executive Performance Management Level 
Some of the important components of performance management like availability of 
resources, access to quality and quantity of information, job design and quest for 
competence level of job performers were the aim of research question at this stage. 
Satisfaction with job was high among all category of officers' ranging from 73% to 76% 
with a mean satisfaction of 81.33. Satisfaction with given job role had a mean score of 
56.33. Satisfaction level with place of posting received a mean score of 59.54% of 
officers' in JMG, 48% of officers in MMG and 72% of officers belonging to SMG were 
happy with their promotion. 
On an average 61.33 and 62 percent of officers were satisfied with quantity and quality of 
staff they had. 46% of officers' in JMG, 76% of officers in MMG and 15% of officers 
belonging to SMG were satisfied with their access to quality and quantity of information 
for effective decision making. Job design satisfied 62% of officers' in JMG, 55% of 
officers in MMG and 35% of officers belonging to SMG. Bank's stress on quantity of job 
satisfied 77% of officers' in JMG, 86% of officers in MMG and 100% of officers 
belonging to SMG. 
Again 77% of officers' in JMG, 71% of officers m MMG and 74% of officers belonging 
to SMG were satisfied with the quality thrust enforced by the bank. But feedback 
required for higher performance was available to marginal higher than 40% of officers on 
an average. 42.33% agreed that the existing job load was optimum (as portrayed in table 
4.2). 
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4.1.17: Benchmarking Exercise for Better Performance 
Benchmarking that was so successfully implemented by Xerox Corporation as a method 
of performance enhancement and relation of rewards system associated with successful 
benchmarking process was a key area of interest for performance management studies. 
We completed our study on that at this stage of our study. The responses of the officers' 
studied for the purpose is given in the following table 4.11. 
Benchmarking Areas 
Stress on best quality of Services 
Stress on highest per employee business 
Stress on locating best performer and best 
practices to operationalize them 
JMG 
62 
84 
31 
MMG 
76 
95 
57 
SMG 
100 
100 
63 
Mean 
79.33 
93 
50.33 
Table 4.11: Existing Stress on Benchmarking Exercise 
The benchmarking exercise is a new area in Public Sector banks generated by 
competitive forces of liberalization and globalization. Discussion with the respondents 
during data collection gave the impression that benchmarking exercise in some form was 
started. The most thrust area was quantity of business hike. This was reflected in the 
desire of the bank to boost per employee business. This again confirmed the initial 
discussion when it was foimd in the mission and vision statement discussion that the bank 
placed major thrust on short-term goal. 
Stress on quality performance had relatively low preference. 62% of officers' belonging 
to JMG, 76% in MMG and 100% in SMG believed that there was a quality stress on 
performance areas. But to operationalize the thrust on benchmarking still received much 
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lower priority. 31% of officers' belonging to JMG, 57% in MMG and 63% in SMG only 
agreed that there was an active approach to locate the best performers and best practices 
for operationalizing them. 
4.1.18: Hard Goal, Soft Goal and Contextual Goal Planning 
The study placed its query of performance management process by making a 360 degree 
return to the starting area of performance management loop by enquiring more 
elaborately on plaiming of Hard Goal, Soft Goal and Contextual Goal so important to 
vmderstand the performance planning process in its entirety. The responses so obtained 
are captured and documented in table 4.12. 
Type of Goal 
Clear about result to be achieved 
Clear about behaviours to be demonstrated 
Clear about specific results to be achieved 
Clear that results are measurable 
Clear that results are achievable 
Clear that the expected result is relevant 
Clear that the result to be made is time based 
Clear that bank employs fair performance matrix 
Clear about acceptance of target on mutualization basis 
JMG 
69 
62 
62 
38 
74 
46 
100 
31 
31 
MMG 
90 
76 
76 
16 
52 
52 
86 
33 
43 
SMG 
100 
100 
100 
0 
84 
24 
100 
0 
0 
Mean 
86.33 
79.33 
79.33 
18 
70 
40.66 
95.33 
21.33 
24.66 
Table 4.12: Understanding soft. Hard and Contextual Goal 
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100% of officers' belonging to SMG was clear about hard and soft goals. But such 
understanding was relatively less among other category of officers as is depicted in table 
4.12. Again all the officers' in SMG opposed the views that performance of their officers' 
was measurable in the existing system. They also emphatically expressed about non-
existence of reliable performance matrix. They had again refused to agree that they their 
target was based on mutual agreement in reality. Target fixation based on pseudo 
agreement reminds the bias of autocratic leadership in practice. 
4.1.19: Existence of Performance Measurement System and Metrics 
It is agreed that an organization is capable to manage performance as much as it is 
capable to measure through its vital -measurement techniques and tools of performance 
measurement. So, an effort was there to study the existing frame of the performance 
management exercise of the bank by wanting to know whether there was effective 
performance measurement system and metrics that could track and capture all important 
performance areas. The survey result is given in table 4.11 
Grade 
JMG 
MMG 
SMG 
Table 4 
Strongly 
Agree 
15 
5 
0 
.13: PAS h 
Agree 
18 
10 
0 
las effecl 
Strongly 
Disagree 
20 
38 
50 
dve measur 
Disagree 
47 
47 
50 
ement syst 
Neither Disagree 
Nor Agree 
0 
0 
0 
5m 
Very small numbers of officers' belonging to JMG (15%) and MMG (5%) strongly 
believed that the existing PAS was capable of capturing and tracking all important 
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performance areas but none of the officers' in SMG endorsed that emphatic view. 18% of 
officers' in JMG and 10% in MMG group agreed that there was effective measurement 
system in the existing PAS. 
There was very strong disagreement about the capability of present PAS in capturing and 
measuring the all important performance areas among 20% of officers' in JMG, 38% of 
officers' in MMG and 50% of officers' in SMG group. Further there was general 
disagreement among 47% of officers in both JMG and MMG and 50% of officers' in 
SMG about the claim. 
To summarize 67% of officers' in JMG, 85% officers' of MMG and 100% of officers' in 
SMG were unable to credit the existing PAS in having any sort of capability in capturing 
and measuring all important performance areas. This vital statistics points a clear 
indication that performance management system with effective measures and metrics is 
an urgent, important and bare necessity. 
4.1.20: Who Opted For Voluntary Retirement Scheme (VRS) 
In order to understand Bank's policy of retaining the high skilled officers' had the 
management system worked nicely when bank introduced VRS. The present study tried 
to delve inside who went out of the bank voluntarily. The survey analysis on type of 
officers' who went out of bank by availing VRS gave an interesting picture. The 
preliminary scan shows that more people in low skill low performance group belonging 
to the first grid in table 4.14 went out of the bank. The next big group was low skilled 
high performers. 
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In% 
GRADE 
JMG 
MMG 
SMG 
LS LP 
25 
33 
50 
LS HP 
25 
34 
25 
HS LP 
15 
14 
10 
HS HP 
35 
19 
15 
Table 4.14: Types of officers' who took VRS 
(LS_LP: low skilled low performer, LS_HP: low skilled high performer, HS_LP: high 
skilled low performer and HS_HP: high skilled high performer) 
There was less option from the high skilled low performer and high skilled high 
performer category leaving the bank in a healthy state to compete in the post VRS 
scenario. It indicates that bank has by and large gained from the VRS, as people with 
high potential have not opted out of bank in large quantity. But at the same time it is a 
great challenge for the bank to strive to transform high skilled low performer into high 
skilled high performer category by appropriate performance measurement and 
performance management system. 
4.1.21: The Urgency Syndrome 
The next important task was to know whether the executives were busy with short-term 
task completion at the expense of long-term goal. There was very strong agreement from 
38% officers' belonging to JMG and MMG and 40% of officers' belonging to SMG 
category. In totality 92% officers' from JMG, 81% officers' from MMG and 80% 
officers from SMG were found to be busy with urgent task completion. 
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Graph 4.3 : % of Officers' Busy with type of Task 
It appears in the graphical representation made above in Graph 4.3 indicates that there 
was great emphasis on day to day work completion among all sorts of officers' across all 
grades. They were found to be in a trap popularly known as "Urgency Syndrome ". Only 
8% officers' belonging to JMG, 19% belonging to MMG and 20% belonging to SMG 
were also found busy with not urgent task completion. This finding gave a very strong 
reminder that few were busy with long term target and 80-90% of officers' were engaged 
in short term fire fighting arrangements. 
4.1. 22: Testing of Research Hypothesis !* 
The research hypothesis of the present study aimed at discovering the relation among 
competence. Character, commitment and culture with performance. In fact the research 
hypothesis was tested here. Respondents were asked to indicate the impact of character, 
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commitment, competence and organizational culture on performance. The reactions of 
the respondents are noted in the following table 4.15. 
According to Indian philosophy and value system Commitment is a valuable component 
of character. However in business scenario commitment is taken as a separate trait 
sometimes. The study foimd that 69% of officers' belonging to JMG grade, 76% of 
officers' belonging to MMG grade and 90% of officers' belonging to SMG grade think 
that character is a contributor to performance. 
It was found that 72% of officers' belonging to JMG grade, 78% of officers' belonging to 
MMG grade and 85% of officers' belonging to SMG grade were of the view that 
commitment is also a contributor to performance. 
But it was worth noticeable to view that 100% of officers' belonging to JMG grade, 95% 
of officers' belonging to MMG grade and 100% of officers' belonging to SMG grade 
were of the view that desired performance is achievable only through effective interaction 
of individual and organizational traits. 
O 
(1) 
JMG 
MMG 
SMG 
o 
(2) 
69 
76 
90 
a 
•§ 
B o o 
(3) 
72 
78 
85 
o 
a 
+-> 
(U 
o U 
(4) 
61 
57 
60 
CI ^ 
> -^ <^ 
o s5 c 
w .S § 
(5) 
100 
95 
100 
Table 4.15: Components of performance 
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During the course of data collection intensive interaction took place from which it 
revealed that individual components of performance like character and commitment had 
greater value than system and organizational culture. It appears that in India system as we 
see in developed coimtries are yet to take shape. In developed countries well-developed 
Systems develop individuals and their performance is the empirically established logic. 
But in Indian working climate Individual factors seem to dominate more over the 
systemic structure. 
However desired performance is a function of effective interaction between individual 
competence set and organizational system and culture was found to be the ideal 
components of performance. It supports the theory of the earlier findings in other 
countries. 
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CHAPTER-4 
4.2. STATISTICAL ANALYSIS & INTERPRETATION 
D a t a D e s c r i p t i o n 
4.2.1: Response Variable (Parameter): 
(1) Ordinal Response- Original data were collected on five scale basis ranging from 
1,2,0,-land -2. 1 and 2 represented strongly agree and agree while -1 and -2 represented 
disagree and strongly disagree respectively and 0 represented neither agree nor disagree. 
These 5 scale responses were reduced to 3 scales for obtaining meaningful answers and 
relationships. 1 and 2 were merged to mean positive agreement while -1 and -2 were 
combined to convey disagreement and 0 for neither agreement nor disagreement. 
Statistical analysis was carried out to justify the significance/insignificance of different 
covariates (such as Grade, Sex, Age, Academic Qualification, Experience). Fixed effect 
logistic model was used for ordinal/nominal responses considering complete or subset of 
all covariates. Responses were analyzed at 5% level of significance. In our fixed-effect 
logistic Model, we consider each level of parameters (that is, covariates in statistical 
sense) as an indicator variable (for example, if we consider grade, consisting of 3 levels, 
we consider 2 indicators variables to denote in which level the individual belongs to) we 
consider those indicator variables as fixed effects. In case of conclusions from the 
corresponding tests we consider them as follows: 
Supposing a parameter has K levels. We consider K-1 indicator variables for this 
parameter in our fixed effect analysis, we take indicator variables in order of levels of 
parameter and the indicator variable corresponding to last level needed no consideration 
automatically. If all the coefficients corresponding to the indicator variables of that 
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parameter are insignificant (tiiat is, hypothesis of nullity of coefficient is accepted in each-
case) then we conclude that this parameter is insignificant. If at least one coefficient is 
significant (that is hypothesis of nullity of the coefficient is rejected) we conclude that 
this parameter is significant. 
4.2.2: Existing Structure of Executive Performance System (EPMS) 
Statistical Table 4.2.1: Analysis of Existing Structure of EPMS (Ecosystem) 
SL 
No 
1 
2 
3 
4 
5 
Parameter 
Ecosystem is 
connected and 
integrated 
Our bank encourages 
entrepreneurship 
PAS has processes 
for timely planning 
Our bank encourages 
intelligent risk taking 
Our bank encourages 
and rewards 
innovation 
Grade 
t-value 
-4.0050313 
4.6457930 
-4.77451464 
2.81302249 
-3.34187983 
-5.88555939 
2.4879858 
0.3727380 
3.27506547 
-0.53567216 
Conclusion 
S 
S 
S 
8 
S 
Academic 
Qualification 
t-value 
1.4195745 
1.4195745 
0.02415911 
-0.03686144 
-0.24640683 
-0.07735841 
0.5838901 
0.2295737 
0.69425215 
0.09797014 
Conclusion 
NS 
NS 
NS 
NS 
NS 
t0.025=1.98 (for sample size n>120) 
Bank's Ecosystem system comprising of Customers, Products & Services, Reward 
system. Technology, Organizational structure is connected and integrated was the opinion 
of 69% officers' belonging to the Junior Management Grade. 80% of officers' in the 
Middle Management Grade also believed that the ecosystem was connected and 
integrated. But people in the Senior Management Grade were equally divided in their 
opinion. Exactly 50% of such officers only believed that the system was connected and 
integrated. 
"Ecosystem is connected and integrated"-significant difference of opinion observed on 
Statistical analysis on this opinion among various grades of officers. The difference of 
opinion was found insignificant when statistical analysis was carried based on differences 
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of academic qualifications. Officers belonging to various age groups significantly 
differed in their opinion. However, No significant differences of opinion on "Ecosystem 
is connected and integrated"-was observed when opinion of Officers tested on the basis 
of sex and experience factors. 
Statis 
SI 
No 
1 
2 
3 
4 
5 
tical Table 4.2.1: Analysis of Existing 
Parameter 
Ecosystem is 
connected 
and 
integrated 
Our bank 
encourages 
entrepreneurs 
hip 
PAS has 
processes for 
timely 
planning, 
Our bank 
encourages 
intelligent 
risk taking 
Our bank 
encourages 
and rewards 
innovation 
Sex 
t-value 
1.0669269 
-0.54620156 
-1.07774003 
1.3980467 
2.54165619 
Concl 
usion 
NS 
NS 
NS 
NS 
S 
Structure of EPMS (Ecosystem) Contd. 
Age 
t-value 
2.2357971 
0.5171768 
-0.2973101 
-0.54866187 
0.36088505 
0.65024515 
-0.46895330 
0.38233808 
1.61851500 
1.4997732 
0.8495469 
-2.1195956 
3.87590137 
0.13662801 
0.59705456 
Concl 
usion 
S 
NS 
NS 
S 
S 
Experience 
t-value 
-0.4731445 
-1.5592315 
-0.8292071 
-0.7893952 
-0.7037247 
0.39318050 
0.26720433 
-0.34740306 
0.43373243 
-0.42034938 
-1.85842085 
1.04559780 
-1.34379329 
-1.52489562 
-0.99522525 
0.5886992 
0.7733645 
-1.3313546 
0.4742422 
-0.8779582 
-1.96506811 
1.49319690 
-0.95268133 
0.14569481 
0.56440732 
Concl 
usion 
NS 
NS 
NS 
NS 
S 
t0.025=1.98 (for sample size n>120) 
"Our bank encourages entrepreneurship" -none of the officers' in MMG and SMG strongly 
agreed that there was reward system aimed at encouraging entrepreneurship. 46% of 
officers' belonging to JMG was of the opinion that there was system aimed at 
encouraging this soft skill of officers. 48% of officers' in MMG also endorsed the view in 
general form. A significant difference of opinion was observed in statistical analysis 
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when grade of officers as a variable considered. But statistical analysis revealed that there 
was no significant difference of opinion when academic qualifications, sex, age and 
experience as variables considered. 
"PAS has processes for timely planning"-88% officers belonging to JMG, 96% officers 
belonging to MMG and 100% officers belonging to SMG supported the view. But this 
response is significantly affected by grade factor. But it is not significantly affected by 
other factors such as academic qualifications, sex, age and experience factors as evident 
fi:om Statistical Analysis Table 4.2.1. 
"Our Bank Encourages intelligent risk taking"- 46%) of officers' belonging to JMG was 
of the opinion that there was reward system aimed at encouraging the soft skills of 
officers. 48%) of officers' in MMG also endorsed the view in general form but all 
Officers' belonging to SMG opposed the view. There was disagreement that reward 
system was aimed at innovation, entrepreneurship and intelligent risk taking among 46%o 
and 48%) of officers' of JMG and MMG with varied degrees of intensity. Statistical 
analysis revealed significant differences in opinion when grade and age factors of officers 
were taken into account. But the difference is statistically insignificant when factors such 
as academic qualifications, sex and experience of officers were considered. 
"Our bank encourages and rewards innovation"- 31%o officers belonging to JMG, 47%) 
officers belonging to MMG and 100%) officers belonging to SMG opposed the view this 
opinion was significantly affected by grade, sex, age and experience factors. But this 
opinion was not significantly affected by academic qualifications of officers' 
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Statis 
SI 
No 
1 
2 
3 
4 
5 
6 
deal Table 42.2: Analysis of Role Model 
Parameter 
I assess my 
own 
performance 
before I 
evaluate my 
junior's 
performance 
My junior 
and I get 
needed 
resource to 
do our task 
I take steps to 
remove 
difficulties 
that limit 
performance 
of my juniors 
My superiors 
take steps to 
remove my 
difficulties 
for better 
performance. 
My 
performance 
serves as a 
Role Model 
to my 
juniors. 
The activities 
of my 
superiors 
serve as Role 
Models and 
motivate me 
for better' 
performance 
Grade 
t-value 
2.34012304 
-0.39385304 
-3.0096040 
5.8170432 
1.2265216-014 
1.4167876-014 
-5.3875298 
9.0124368 
-0.84825092 
7.08115281 
-6.8157043 
3.3882217 
Conclusion 
S 
S 
NS 
S 
s 
s 
Academic Qualification 
t-value 
-0.07784552 
-0.02827150 
1.3169975 
1.5331008 
1.8504666-015 
-4.8170856-016 
0.5603605 
0.6911678 
0.38083915 
0.70601105 
0.4020380 
0.7964850 
Conclusion 
NS 
NS 
NS 
NS 
NS 
NS 
t0.025= (for sample size n>120) 
"I assess my own performance before I evaluate my junior's performance"- 77% officers 
belonging to JMG, 86% officers belonging to MMG and 100% officers belonging to 
SMG supported the view. Significant difference of opinion was observed when statistical 
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test based on grade and sex factors was taken. But no significant difference in opinion 
was observed in the opinion of officers when academic quahfication, age and experience 
factors were considered. 
"My junior and I get needed resource to do our task"- 100% officers belonging to JMG, 
71% officers belonging to MMG and 77% officers belonging to SMG supported the 
view. Significant difference of opinion was observed when statistical test based on grade, 
age and experience factors was taken into account. But no significant difference in 
opinion was observed in the opinion of officers when academic qualification, and sex 
factors were considered. 
"I take steps to remove difficulties that limit performance of my juniors"- 100% officers 
belonging to JMG, 76% officers belonging to MMG supported the But all officers 
belonging to SMG grade opposed the view. No significant difference in opinion was 
observed in the opinion of officers when various factors were considered. 
"My superiors take steps to remove my difficulties for better performance"- 69% officers 
belonging to JMG, 71% officers belonging to MMG and 0% officers belonging to SMG 
supported the view. Significant difiference of opinion was observed when statistical test 
based on grade and experience factors was taken into account. But no significant 
difference in opinion was observed in the opinion of officers when academic 
qualification, sex and age factors were considered. 
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Statistical Table 4.2. 2: Analysis of Role Model-continued 
SI 
No 
1 
2 
3 
4 
5 
6 
Parameter 
I assess my 
own 
performance 
before I 
evaluate my 
junior's 
performance 
My junior 
and I get 
needed 
resource to 
do our task 
I take steps to 
remove 
difficulties 
that limit 
performance 
of my juniors 
My superiors 
take steps to 
remove my 
difficulties 
for better 
performance. 
My 
performance 
serves as a 
Role Model 
to my 
juniors. 
The activities 
of my 
superiors 
serve as Role 
Models and 
motivate me 
for better 
performance 
Sex 
t-value 
0.36675497 
-0.2490834 
3.210909e-
015 
-1.0929795 
-1.00454215 
-1.3430895 
Concl 
usion 
S 
N S 
NS 
N S 
N S 
N S 
Age 
t-value 
0.35930459 
0.51109021 
0.46831980 
-0.7916319 
-2.2803180 
0.3783179 
1.065746e-014 
2.484867e-014 
1.875046e-014 
-0.7647426 
-1.0844793 
0.5403468 
-0.31896611 
-0.62793891 
0.06592943 
-0.7743357 
-1.5517861 
-0.6569212 
Concl 
usion 
N S 
S 
N S 
N S 
N S 
NS 
Experience 
t-value 
0.45260680 
-0.22253017 
0.91044512 
0.15618034 
0.52011991 
-2.5402932 
-0.5600811 
-1.6688902 
-2.2005655 
-2.9904792 
-1.179407e-015 
2.1771476-015 
5.2248926-015 
6.9703466-015 
-2.142940e-015 
-2.1291864 
1.9010575 
-1.1259772 
-1.8457116 
-1.4881107 
-1.69015744 
1.39090814 
-0.86784817 
-1.83428213 
-1.30157707 
-2.2544942 
1.1177587 
-1.1348138 
-3.0388762 
-2.6582049 
Concl 
usion 
NS 
S 
NS 
S 
N S 
S 
T0.025= (for sample size n> 120) 
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"The activities of my superiors serve as Role Models and motivate me for better 
performance"- 69% officers belonging to JMG, 57% officers belonging to MMG and 0% 
officers belonging to SMG supported the view. Significant difference of opinion was 
observed when statistical test based on grade factor was taken into account. But no 
significant difference in opinion was observed in the opinion of officers when academic 
qualification, sex, age and experience factors were considered. 
4.2.3: Effects of Motivating Language on Performance: 
Responses obtained on Superior's use of Motivating Language as proposed by Sullivan 
(1988) in his "motivational language theory" with subordinates' performance and job 
satisfaction to create high performance environment was tested. 
Statistical Table 4.2.3: Analysis of response of Motivating Language 
SL 
No 
1 
2 
Parameter 
My superiors use 
motivating language 
that improves my 
performance 
Some superiors use 
of motivating 
language negatively 
affects my 
performance, as it is a 
leap service 
Grade 
t-value 
-5.80171912 
11.50407378 
-0.190816539 
2.497267332 
Conclusion 
S 
S 
Academic 
Quali 
t-value 
-0.22648250 
0.05056661 
-1.505288127 
-1.374359284 
ication 
Conclusion 
NS 
NS 
T0.025= (for sample size n>120) 
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Statis 
SI 
No 
1 
2 
deal Table 4.2. .3: Analysis < 
Parameter Sex 
My superiors 
use 
motivating 
language that 
improves my 
performance 
Some 
superiors use 
of motivating 
language 
negatively 
affects my 
performance, 
as it is a leap 
service 
t-value 
-0.58868677 
0.009641211 
Df response of Motivating Language-continued 
Concl 
usion 
NS 
NS 
Age 
t-value 
0.92420493 
0.07428526 
0.21317270 
1.399697844 
0.946483985 
-0.455210313 
Concl 
usion 
NS 
NS 
Experience 
t-value 
-0.89963040 
-0.32209412 
-1.63951470 
-1.66890396 
-1.62417700 
-0.404946352 
-1.031528822 
0.115248882 
-0.418448700 
0.114051925 
Concl 
usion 
NS 
NS 
TO.025= (for sample size n>120) 
"My superiors use motivating language that improves my performance"-74% of officers 
in JMG and 76% of officers' in MMG supported that their superiors used motivating 
language that positively affected their performance. But officers belonging to SMG grade 
opposed the view.26% and 24% officers' in these grades found the use of motivating 
language by their superiors had negative relation with performance. But officers' in the 
SMG grade found no such usage of motivating language for their performance. 
"My superiors use motivating language that improves my performance"- Significant 
difference of opinion observed when statistical tests carried out on effect of motivating 
language by their superiors on their performance and satisfaction among various grades 
of officers, but there was no significant difference observed when tested with other 
factors such as academic qualifications, age, sex and experience. This is shown in 
Statistical Table: 4.2.3. 
"Some superiors use motivating language negatively affects performance, as it is a leap 
service"- this proposition is also significantly affected by grade factor alone. But this 
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does not significantly affect academic qualifications, sex, age and experience factor as 
evident from Statistical Analysis Table 4.2.3. 
4.2.4: Leadership Style, Organizational Culture and Performance 
Empirical studies suggest that there is strong and positive relation between Leadership 
style and culture on performance. The present study confirmed the findings of the 
leadership 
Statistical Table 4.2.4: Analysis of response on leadership, culture and performance 
SL 
No 
1 
2 
Parameter 
I believe leadership 
style has direct 
bearings on 
performance 
I believe leadership 
style has indirect 
bearings on 
performance through 
culture change 
Grade 
t-value 
0.244984802 
-7.432112605 
3.7344681 
9.9793227 
Conclusion 
S 
S 
Academic 
Qualification 
t-value 
-0.075522454 
0.009838108 
-0.1668782 
0.0747492 
Conclusion 
NS 
NS 
T0.025= (for sample size n>120) 
Statistical Table 4.2.4: Analysis of response on leadership, culture and performance-
continued. 
SI 
No 
1 
2 
Parameter 
I believe 
leadership 
style has 
direct 
bearings on 
performance 
I believe 
leadership 
style has 
indirect 
bearings on 
performance 
through 
culture 
change 
Sex 
t-value 
-0.218820745 
-1.0764148 
Concl 
usion 
NS 
NS 
Age 
t-value 
0.409356383 
-0.385387598 
0.437808196 
-1.2269784 
-0.5845263 
-0.7943626 
Concl 
usion 
NS 
NS 
Experience 
t-value 
-0.788675898 
0.183175045 
-0.841117434 
-1.078103872 
-0.713139506 
0.4197580 
-0.8048422 
-1.6333138 
-0.7874013 
-1.8094067 
Concl 
usion 
NS 
NS 
T0.025= (for sample size n>120) 
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style, organizational culture and performance (As observed by "Emmanuel Ogbonna and 
Lloyd C. Harris" and published in the international journal of Human Resource 
Management, August 2000). 
"I believe leadership style has direct bearings on performance"- 69% officers belonging 
to JMG, 67% officers belonging to MMG and 50% officers belonging to SMG supported 
the view. Significant difference of opinion among officers observed when such response 
was based on grade factor. But no significant difference in opinion among officers was 
observed when such response was based on differences of academic qualification, sex, 
age and experience. 
"I believe leadership style has indirect bearings on performance through culture change"-
46% officers belonging to JMG, 76% officers belonging to MMG and 100%) officers 
belonging to SMG supported the view. Significant difference of opinion among officers 
observed when such response was based on grade factor. But no significant difference in 
opinion among officers was observed when such response was based on differences of 
academic qualification, sex, age and experience. 
4.2.5: Organizational Process Management (White Space) 
Process Management is considered as one of the most neglected areas of performance 
management despite having the highest potential. It has been observed that 100% of 
officers belonging to JMG and MMG grade believed that there were many processes, 
which were obsolete, and under managed and required more care. 
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Statistical Table 4.2.5: Analysis of response on white space management 
SL 
No 
1 
2 
3 
Parameter 
There are effective 
system to provide 
timely feedback for 
better performance 
There are effective 
system for taking 
action for under 
performance 
My superiors 
timely 
communicate me 
regarding my 
performance 
opportunities & 
Constraints. 
Grade 
t-value 
-4.14394503 
5.61189906 
-5.13673763 
-6.02919886 
4.9964427 
2.3669951 
Conclusion 
S 
S 
S 
Academic 
Qualification 
t-value 
0.04135131 
0.05645462 
0.13619589 
-0.03927465 
0.6492416 
0.2105644 
Conclusion 
NS 
NS 
NS 
T0.025= (for sample size n>120) 
"There is effective system to provide timely feedback for better performance" 23% 
officers belonging to JMG, 24% officers belonging to MMG and 0% officers belonging 
to SMG supported the view. Significant difference of opinion among officers observed 
when such response was based on grade and experience factors. But no significant 
difference in opinion among officers was observed when such response was based on 
differences of academic qualification, sex and age factors. 
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Statistical Table 4.2.5: Analysis of response on white space management-continued 
SI 
N 
0 
1 
2 
3 
TO. 
Parameter 
There are 
effective 
system to 
provide 
timely 
feedback for 
better 
performance 
There are 
effective 
system for 
taking action 
for under 
performance 
My superiors 
timely 
communicate 
me regarding 
my 
performance 
opportunities 
& Constraints 
me 
025= Cforsampl 
Sex 
t-value 
-1.03269220 
-0.60711714 
1.3143928 
e size n> 120) 
Concl 
usion 
NS 
NS 
NS 
Age 
t-value 
-0.44608485 
-0.92176029 
0.08681322 
-0.67442413 
0.25745209 
1.29390172 
-2.0424246 
-3.8111363 
-3.9194583 
Concl 
usion 
NS 
NS 
S 
' 
Experience 
t-value 
-1.01090980 
0.69759953 
-1.60398345 
-1.22336566 
-2.09541546 
-1.15703773 
0.10688956 
-1.09062970 
-0.31800671 
-0.91125102 
4.3611720 
2.9539116 
4.0117040 
5.3411186 
0 6647650 
Concl 
usion 
S 
NS 
S 
"There is effective system for taking action for under performance"- 41% officers 
belonging to JMG, 47% officers belonging to MMG and 50% officers belonging to SMG 
supported the view. Significant difference of opinion among officers observed when such 
response was based on grade factor. But no significant difference in opinion among 
officers was observed when such response was based on differences of academic 
qualification, sex, age and experience as factors of comparison 
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"My superiors timely communicate me regarding my performance opportunities & 
Constraints me" 54% officers belonging to JMG, 62% officers belonging to MMG and 
0% officers belonging to SMG supported the view. Significant difference of opinion 
among officers observed when such response was based on grade, age and experience 
factors. But no significant difference in opinion among officers was observed when such 
response was based on differences of academic qualification, and sex factors. 
4.2.6: Executive Performance Management Level 
Some of the important components of Executive Performance management Level are 
availability of resources, timely access to quality and quantity of information and job 
Design. 
"I am satisfied with the quantity of my staff "-54% of officers' in JMG, 48% of officers 
in MMG and 82%) of officers belonging to SMG were satisfied with the quantity of staff 
they have. There is significant difference of opinion on this response when tested on the 
basis of grade factor. But the difference of opinion among officers was insignificant when 
tested with factors of comparison such as Academic qualification, sex, age and 
experience. 
144 
Statistical Table 4.2. 6: Analysis of response on Executive Performance Management 
Level 
SL 
No 
1 
2 
3 
4 
Parameter 
I am satisfied with 
the quantity of my 
staff 
I am satisfied with 
the quality of my 
staff 
I have access to 
quantity & quality 
of information 
needed for effective 
decision making 
I believe that my 
job can be designed 
more meaningfully 
Grade 
t-value 
-1.29268540 
-4.46076374 
-0.7406056 
4.4680021 
1.277726772 
3.751176486 
-0.119076714 
-1.703135755 
Conclusion 
S 
S 
s 
NS 
Academic 
Qualification 
t-value 
-1.41461688 
-1.34977809 
-2.2059790 
-2.2525350 
0.003461975 
0.011582095 
-0.073556482 
-0.016790287 
Conclusion 
NS 
S 
NS 
NS 
T0.025= (for sample size n> 120) 
"I am satisfied v^th the quality of my staff "-39% of officers' in JMG, 57% of officers in 
MMG and 92% of officers belonging to SMG positively endorsed the view. There is 
significant difference of opinion on this response among officers when tested on the basis 
of grade, Academic qualification sex, age and experience-factors. 
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Statistical Table 4.2.6: Analysis 
Leve 
SI 
No 
1 
2 
3 
4 
of response on Executive Performance Management 
-continued 
Parameter 
I am 
satisfied 
with the 
quantity of 
my staff 
I am 
satisfied , 
with the 
quality of 
my staff 
I have 
access to 
quantity & 
quality of 
information 
needed for 
effective 
decision 
making 
I believe 
that my job 
can be 
designed 
more 
meaningfull 
y 
Sex 
t-value 
-0.16220637 
-2.7067195 
0.247832570 
-0.189026427 
Concl 
usion 
NS 
S 
NS 
NS 
Age 
t-value 
-0.06700249 
-0.50692509 
0.29459182 
-2.1874422 
-1.7876925 
2.0364152 
-0.156398729 
-0.097114361 
0.058453011 
-0.148280801 
-0.166143976 
0.234014590 
Concl 
usion 
NS 
S 
NS 
NS 
Experience 
t-value 
-1.53039692 
1.35181399 
-1.13783609 
-1.8156616 
-1.02601061 
-2.3745180 
3.1516070 
-2.8152750 
-1.0686456 
-1.4205145 
-0.190932718 
0.648777025 
0.604921709 
-0.070217378 
0.020575277 
0.053156807 
-0.005003453 
-0.006211508 
-0.069717699 
-0.083848137 
Concl 
usion 
NS 
S 
NS 
NS 
T0.025= (for sample size n>120) 
"I have access to quality and quantity of information for effective decision making"- 46% 
of officers' in JMG, 76% of officers in MMG and 16% of officers belonging to SMG. 
There is significant difference of opinion on this response when tested on the basis of 
grade factor. But the difference of opinion among officers was insignificant when tested 
with factors of comparison such as Academic qualification, sex, age and experience. 
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"I believe that my job can be designed more meaningfully "-38% of officers' in JMG, 
45% of officers in MMG and 65% of officers belonging to SMG were of the opinion that 
there job could be more meaningfully designed. No significant difference of opinion on 
this response was observed when tested on the basis grade Academic qualification, sex, 
age and experience factors. 
4.2.8: Benchmarking (Exercise on Best Practices) 
Successfiil benchmarking process was a key area of interest for performance management 
studies. The benchmarking exercise is a new area in Public Sector banks generated by 
competitive forces of liberalization and globalization. The most thrust area was quantity 
of business hike. This was reflected in the desire of the bank to boost per employee 
business. 
SL 
No 
1 
2 
3 
Statistical Table 4.2.7: Analysis of response on 
Parameter 
Our bank stresses 
on best quality of 
services 
Our bank stresses 
on higher per 
employee business 
There is a practice 
to locate the best 
performer& best 
practices to 
operationalize 
them. 
Grade 
t-value 
-0.84603670 
2.73074434 
0.725881656 
2.369513855 
2.7582175 
7.6236063 
Conclusion 
S 
S 
S 
Benchmarking 
Aca 
Quali 
t-value 
1.49027877 
1.51630902 
0.017056503 
0.019363697 
-1.2466649 
-14311906 
; Exercise 
demic 
ication 
Conclusion 
NS 
NS 
NS 
T0.025= (for sample size n>120) 
"Our bank stresses on best quality of services"- "-62% of officers' in JMG, 76% of 
officers in MMG and 100%) of officers belonging to SMG positively endorsed the view. 
There is significant difference of opinion on this response among officers when tested on 
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the basis of grade, age and experience factors. But no significant difference was opinion 
was observed when tested on factors like Academic qualification and sex. 
"Our bank stresses on higher per employee business"- 84% of officers' in JMG, 95% of 
officers in MMG and 100% of officers belonging to SMG positively endorsed the view. 
There is significant difference of opinion on this response among officers when tested on 
the basis of grade. But no significant difference was opinion was observed when tested 
on factors like Academic qualification, sex, age and experience. 
Statistical Table 4.2.7: Analysis of response on Benchmarking Exercise-continued 
SI 
No 
1 
2 
3 
Parameter 
Our bank 
stresses on 
best quality 
of services 
Our bank 
stresses on 
higher per 
employee 
business 
There is a 
practice to 
locate the 
best 
performer& 
best 
practices to 
operationali 
ze them. 
Sex 
t-value 
0.47097737 
0.138843120 
-0.1147199 
Concl 
usion 
NS 
NS 
NS 
Age 
t-value 
1.44200792 
0.96613109 
-1.23033271 
0.808396098 
-0.177510892 
-0.221807559 
0.7496200 
0.2104903 
-0.0783923 
Concl 
usion 
S 
NS 
NS 
Experience 
t-value 
0.13822594 
-0.05690522 
-0.47470567 
-0.23955843 
-0.78502901 
-0.697550734 
0.373686000 
0.001136567 
-0.187143912 
-0.020914765 
0.2751188 
0.6811915 
0.7717738 
0.6899890 
0.6704689 
Concl 
usion 
S 
NS 
NS 
TO.025= (for sample size n>120) 
"There is a practice to locate the best performer& best practices to operationalize them."-
31% of officers' in JMG, 51% of officers in MMG and 63% of officers belonging to 
SMG positively endorsed the view. There is significant difference of opinion on this 
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response among officers when tested on the basis of grade. But no significant difference 
was opinion was observed when tested on factors like Academic qualification, sex, age 
and experience. 
4.2.8: Hard Goal, Soft Goal and Contextual Goal 
Hard Goal, Soft Goal and Contextual Goal are important to understand the performance 
planning process in its entirety. 100% of officers' belonging to SMG was clear about 
hard and soft goals. But such understanding was relatively less among other category of 
officers. 69% officers in JMG and 90% of MMG support the view. There is significant 
difference of opinion on this response among officers when tested on the basis of grade, 
age and experience.. But no significant difference was opinion was observed when tested 
on factors like Academic qualification and sex. 
Statistical Table 4.2.8: Ana 
SL 
No 
1 
2 
3 
4 
Parameter 
I am Clear about 
the results I am 
expected to achieve 
I am clear about the 
behaviours I am 
expected to 
demonstrate 
The results I have 
to achieve is 
measurable 
I know my bank 
employs 
performance matrix 
for fair and 
objective 
measurement of 
performance 
ysis of response on Performance Planning 
Grade 
t-value 
-4.0050313 
4.6457930 
2.25717156 
5.98247495 
-1.68441400 
3.40065494 
-1.53769378 
-1.11015080 
Conclusion 
S 
S 
S 
NS 
Academic 
Qualification 
t-value 
1.4195745 
> 1.5081714 
-0.06094981 
0.62777322 
-0.36977840 
-0.04467294 
-0.07838103 
-0.06968537 
Conclusion 
NS 
NS 
NS 
NS 
T0.025= (for sample size n>120) 
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"I am clear about the behaviours I am expected to demonstrate"- 62% of officers' in 
JMG, 76% of officers in MMG and 100% of officers belonging to SMG positively 
endorsed the view. There is significant difference of opinion on this response among 
officers when tested on the basis of grade. But no significant difference was opinion was 
observed when tested on factors like Academic qualification, sex, age and experience. 
Statistical Table 4.2.8: Analysis of response on Performance Planning-continued 
SI 
No 
1 
2 
3 
4 
Parameter 
I am Clear 
about the 
results I am 
expected to 
achieve 
I am clear 
about the 
behaviours I 
am expected 
to 
demonstrate 
The results I 
have to 
achieve is 
measurable 
I know my 
bank 
employs 
performance 
matrix for 
fair and 
objective 
measuremen 
t of 
performance 
Sex 
t-value 
1.0669269 
-0.02750397 
-1.22301064 
-0.24374505 
Concl 
usion 
NS 
NS 
S 
NS 
Age 
t-value 
2.2357971 
0.5171768 
0.2973101 
-0.09686738 
-0.86490417 
-1.26580554 
-0.46672170 
-0.27878390 
0.13392677 
-0.43782905 
-0.321682 
0.75354524 
Concl 
usion 
S 
NS 
NS 
NS 
Experience 
t-value 
-0.4731445 
-1.5592315 
-0.8292071 
-0.7893952 
-0.7037247 
0.62777322 
1.22030412 
0.54421862 
-0.20091580 
-0.13811286 
0.23550590 
-0.73651264 
-1.80594546 
-0.82045742 
-0.61961821 
-1.16825070 
2.0811909! 
0.18686726 
-0.47820628 
0.37499749 
Concl 
usion 
S 
NS 
NS 
NS 
T0.025=(for sample size n>120) 
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"The results I have to achieve is measurable"- 38% of officers' in JMG, 16% of officers 
in MMG were of the opinion that the results they have to achieve is measurable. But 
100% of officers belonging to SMG opposed the view. There is significant difference of 
opinion on this response among officers when tested on the basis of grade and sex.. But 
no significant difference was opinion was observed when tested on factors like Academic 
qualification, age and experience. 
"I know my bank employs performance matrix for fair and objective measurement of 
performance"-31% of officers' in JMG, 33% of officers in MMG supported the view.. 
But 100% of officers belonging to SMG opposed the view. There is no significant 
difference of opinion was observed when tested on various factors like grade, Academic 
qualifications age and experience. 
4.2.9: Voluntary Retirement Scheme 
In order to understand Bank's policy of retaining the high skilled officers' had the 
management system worked nicely when bank introduced VRS. The survey showed type 
of officers' who went out of bank by availing VRS gave an interesting picture. The 
preliminary scan shows that more people in low skill low performance group went out of 
the bank. The next big group was low skilled high performers. 
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Statistical Table 4.2.9: Analysis of response on VRS 
SL 
No 
1 
2 
3 
Parameter 
In our Bank VRS 
has been taken by 
low skilled low 
performers 
In our Bank VRS 
has been taken by 
high skilled low 
performers 
hi our Bank VRS 
has been taken by 
high skilled high 
performers 
Grade 
f-value 
-1.0037729 
1.9859182 
-0.1070076 
-0.5235700 
-0.99901462 
0.25828806 
Conclusion 
NS 
NS 
NS 
Academic 
Qualification 
t-value 
0.6487851 
-0.6518309 
1.4651569 
1.2398735 
-0.84253114 
-0.06542832 
Conclusion 
NS 
NS 
NS 
t0.025=1.98 (for sample size n>120) 
"In our Bank VRS has been taken by low skilled low performers"- 35% of officers' in 
JMG, 19% of officers in MMG and 15% of officers belonging to SMG supported the 
view. No significant difference of opinion was observed when tested on factors like 
grade, Academic qualification. Significant difference of opinion observed when sex, age 
and experience were considered. 
"In our Bank VRS has been taken by high skilled low performers"- 15% of officers' in 
JMG, 14% of officers in MMG and 10% of officers belonging to SMG supported the 
view. No significant difference of opinion was observed when tested on factors Uke 
grade, Academic qualification, sex and age. But the difference of opinion is Significant 
when sex, experience was considered. 
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Statistical Table 4.2.9: Analysis of response on VRS-continued 
SI 
No 
1 
2 
3 
Parameter 
In our Bank 
VRS has 
been taken 
by low 
skilled low 
performers 
In our Bank 
VRS has 
been taken 
by high 
skilled low 
performers 
In our Bank 
VRS has 
been taken 
by high 
skilled high 
performers 
Sex 
t-value 
0.6487851 
0.6710904 
-3.63500764 
Concl 
usion 
NS 
NS 
S 
Age 
t-value 
-0.7585258 
0.2036274 
-1.8046243 
0.9741753 
1.4312681 
1.1170375 
0.38376420 
6.81104779 
6.91357671 
Concl 
usion 
S 
NS 
S 
Experience 
t-value 
-3.0049680 
-1.9083992 
-4.9661664 
-6.5109160 
-5.4768298 
0.9691273 
0.6201194 
1.8106480 
2.1455938 
2.3879506 
2.31041198 
0.99534152 
2.48734781 
3.19511310 
1.07606203 
Concl 
usion 
S 
S 
S 
t0.025=1.98 (for sample size n>120) 
"In our Bank VRS has been taken by high skilled high performers"- 35% of officers' in 
JMG, 19% of officers in MMG and 15% of officers belonging to SMG supported the 
view. No significant difference of opinion was observed when tested on factors like 
grade, Academic qualification. But the difference of opinion is Significant when sex, age 
and experience were considered as important factors.. 
4.2.10: The Urgency Syndrome 
Banking is a business place with lot of service demand but to provide that an effort was 
made to know whether the executives were busy with short-term task completion at the 
expense of long-term goal. 
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Statistical Table 4.2.10: Analysis of response on Urgency 
SL 
No 
1 
2 
Parameter 
I keep myself 
always busy in 
urgent task 
completion 
I keep myself 
always busy in not 
urgent but 
important task 
planning 
Grade 
t-value 
-0.825923516 
0.465955995 
3.7280471 
1.2770588 
Conclusion 
NS 
S 
Syndrome 
Academic 
Qualification 
t-value 
-0.987544592 
-0.724224522 
-0.6781599 
-0.8174934 
Conclusion 
NS 
NS 
t0.025=1.98 (for sample size n>120) 
Statistical Table 4.2.10: Analysis of response on Urgency Syndrome-continued 
SI 
No 
1 
2 
Parameter 
I keep 
myself 
always busy 
in urgent 
task 
completion 
I keep 
myself 
always busy 
in not 
urgent but 
important 
task 
planning 
Sex 
t-value 
1522071540 
-1.1900572 
Concl 
usion 
NS 
NS 
Age 
t-value 
-1.090013191 
0.001487999 
-0.890636003 
-1.2153324 
-1.1537241 
2.9759666 
Concl 
usion 
NS 
S 
Experience 
t-value 
0.201161588 
0.606466463 
0.006328476 
-0.637092650 
-0.429252075 
-2.4956369 
0.5624203 
-1.2993164 
-1.0139747 
-1.3183696 
Concl 
usion 
NS 
S 
t0.025=1.98 (for sample size n>120) 
"I keep myself always busy in not urgent but important task "-Only 8% officers' 
belonging to JMG, 19% belonging to MMG and 20% belonging to SMG were found 
busy with not urgent task completion. This finding gave a very strong reminder that few 
were busy with long term target and 80-90% of officers' were engaged in short term fire 
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fighting arrangements. However significant difference of opinion was observed when 
such finding was based on grade, age and experience. The difference of opinion was 
statistically insignificant when Academic qualification and sex were considered as 
parameter of test. 
4.2.11: JMission and Vision Statement 
The survey made an earnest effort to know the mission and vision statement of the bank. 
The executives belonging to Junior Management Grade (JMG) were divided in their 
opinion. 54% responded that they knew but none could support by writing it. 62% of 
officers belonging to Middle Management Grade (MMG) subscribed the view of the 
JMG exactly in the same manner But all officers of MMG opposed the view. 
Statistical Table 4.2.11: Analysis of response on Mission and Vision Statement 
SL 
No 
1 
2 
3 
4 
5 
Parameter 
I know the Mission & 
vision statement of my 
bank 
Our bank has required 
design to achieve 
organizational strategy 
I am clear about the 
behaviours I am 
expected to demonstrate 
The results I have to 
achieve is measurable 
I know my bank 
employs performance 
matrix for fair and 
objective measurement 
of performance 
Grade 
t-value 
-2.7229457 
1.0773688 
1.36077521 
1.06063363 
-4.0050313 
4.6457930 
-1.68441400 
3.40065494 
-1.53769378 
-1.11015080 
Conclusion 
S 
NS' 
S 
s 
NS 
Academic 
Qualification 
t-value 
-2.0685755 
-1,1597012 
-1.22364990 
-0.96604436 
-0.10717538 
0.06094981 
-0.36977840 
-0.04467294 
-0.07838103 
-0.06968537 
Conclusion 
s 
NS 
NS 
NS 
NS 
t0.025=1.98 (for sample size n>120) 
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"I know the Mission & vision statement of my bank"- significant difference of opinion 
was observed when tested on factors like grade, Academic qualification, sex, age and 
experience. It sends a clear message that even if there is any mission and vision statement 
it is not been owned, shared by majority of officers. 
Statistical Table 4.2.11: Analysis 
SI 
No 
1 
2 
3 
4 
5 
Parameter 
I know the 
Mission & 
vision 
statement of 
my bank 
Ovir bank 
has required 
design to 
achieve 
organization 
al strategy 
I am clear 
about the 
behaviours I 
am expected 
to 
demonstrate 
The results I 
have to 
achieve is 
measurable 
I know my 
bank 
employs 
performance 
matrix for 
fair and 
objective 
measuremen 
t of 
performance 
3f response on Mission and Vision Statement-continued 
Sex 
t-value 
-4.2753181 
-0.04095093 
1.0669269 
-1.22301064 
-0.24374505 
Concl 
usion 
S 
NS 
NS 
NS 
NS 
Age 
t-value 
-2.6026454 
-5.8797284 
-0.1130013 
-0.45412438 
1.42186614 
2.90861505 
2.2357971 
0.5171768 
-0.2973101 
-0.46672170 
-0.27878390 
0.13392677 
-0.43782905 
-0.32010682 
0.75354524 
Concl 
usion 
S 
S 
S 
NS 
NS 
Experience 
t-value 
2.6113555 
1.3778936 
-2.9429823 
-1.6186640 
0.5574274 
-0.85019265 
-0.91410153 
-3.15225307 
-0.17075617 
-0.49062367 
0.62777322 
1.22030412 
0.54421862 
-0.20091580 
-0.13811286 
0.23550590 
-0.73651264 
-1.80594546 
-0.82045842 
-0.61961821 
-1.16825070 
2.08119091 
0.18686726 
-0.47820628 
0.37499749 
Concl 
usion 
S 
S 
NS 
NS 
S 
10.025=1.98 (for sample size n>120) 
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"Our bank has required design to achieve organizational strategy"- "- 61% of officers' in 
JMG, 38% of officers in MMG and 50% of officers belonging to SMG supported the 
view. No significant difference of opinion was observed when tested on factors like 
Academic qualification, sex and experience. But the difference of opinion is Significant 
when grade and age were considered as important factors. 
"I am clear about the behaviours I am expected to demonstrate"- 62% of officers' in 
JMG, 76% of officers in MMG and 100%) of officers belonging to SMG supported the 
view. The difference of opinion is Significant when grade and age were considered as 
important factors But no significant difference of opinion was observed when tested on 
factors like Academic qualification, sex and experience. 
"The results I have to achieve is measurable"- 38% of officers' in JMG, 16%) of officers 
in MMG and 0%) of officers belonging to SMG supported the view. The difference of 
opinion is Significant when grade was considered as important factor. But no significant 
difference of opinion was observed when tested on factors like Academic qualification, 
sex, age and experience were considered. 
"I know my bank employs performance matrix for fair and objective measurement of 
performance"- 33%o of officers' in JMG, 15% of officers in MMG and 0% of officers 
belonging to SMG supported the view. The difference of opinion is Significant when 
experience was considered as an important factor. But no significant difference of 
opinion was observed when tested on factors like grade. Academic qualification, sex, age. 
and experience were considered. 
157 
4.2.12: Test of hypothesis 
Exact Binomial test: 
Statistical Table 4.2.12: Analysis of response on Research Hypothesis 
SLNO 
1 
2 
3 
Parameter 
Better performance is a function of competence Vs 
Better performance is not a function of competence. 
Better performance is a function of culture Vs 
Better performance is not a function of culture 
Better performance is a function of Commitment Vs. 
Better performance is not a function of Commitment 
P-Value 
< .05 
< .05 
< . 0 5 
Remarks 
S 
S 
S 
Statistical analysis at 95% confidence level reveals and concludes that 
1. Performance is not a function of Competence alone (P T^C) 
2. Performance is not a function of Commitment alone (P ?^ C) 
3. Performance is not a function of Culture alone (P ?^ C) 
By analyzing frequency table it is observed that more than 95% responses opine 
"Desired Performance is a function of interaction between individual traits (Character, 
Competence, Commitment) and Culture (Organizational Culture) DP = C4" 
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CHAPTER-5 
5 .1: C O N C L U S I O N ANI> S U G G E S T I O N S 
Performance as it is managed today has indeed lot of opportunities for making it more 
effective, capable for both short term and long term survival and growth. All the 
components are present in a state of perfect isolation and there is scope for better 
integration and synergy. The major findings of the study can be summarized as under: 
o The top leadership of bank is yet to introduce and sell the mission and 
vision statement to all the individuals of the bank in a way that they will 
own it for transforming the performance to a new height. 
o Plaiming, managing, assessing and rewarding needs more integration for 
optimum synergy and maximizing performance in all areas. 
o Like most of the PSU banks the Annual Appraisal system is the only tool 
of performance management. 
o This tool is historic and under performing on many counts. It is in effect 
o Ineffective 
o Incompetent 
o Costly 
o A historical record 
o More subjective 
o Lacks abilities for potential appraisal 
o It needs to be updated for accommodation of new variables. 
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> Along with quantity indicators, qualitative performance indicators needs 
early introduction. 
> Absence of Valid performance measurement system and performance 
matrix. 
> Effective performance measurement system that is valid, accurate, precise, 
complete, reliable, comprehensive, quantitative, controllable, flexible, 
cost-effective and easy to maintain is to be urgently developed. 
> Existing subjective model of performance appraisal be made objective 
with appropriate weightage on factors of performance. 
> Objective and transparent rating system needs early introduction. 
> Traditional Performance Appraisal is still the major source of executive 
feedback. 
> Constructive and positive feedback processes should be developed in 
formal structure of performance management system of the executives. 
> Feedback is not timely and the major source is annual appraisal making it 
dysfunctional. 
> Feedback should be constructive, timely and accurate. 
> A shift towards multiple rater assessment and feedback is a present day 
necessity. 
> Immediate and preferred attention on long term goal is in high need. 
> All out structured effort for creation of competitive advantage is a 
necessity for long term survival. 
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> Encouragement for intelligent risk-taking and entrepreneurship are valid 
criteria for any futuristic grovrth strategy. 
> Existence of high skilled-low performer officers' and employee groups 
is an interesting and challenging task for the management to bring them to 
high performer category. 
> Executives need an escape route from the 'Urgency Syndrome' for giving 
attention to important long term planning and action. 
> Performance can be influenced to a very good extent by effective 'Role 
Model' approach by the executives in the higher ladder. 
> There is noticeable skill gap among many officers'. Knowledge 
networking through organizational system is therefore important and 
critical area of performance enhancement. 
> Operationalizing motivational techniques as proposed by Sullivan (1988) 
through motivating language theory can give higher performance and 
higher satisfaction in a service industry like bank. It can be tested upon. 
> Autocratic leadership style was found to be the dominant leadership style 
in the bank with its advantages and demerits. But for effective 
performance management system, the requirement is flatter organizational 
structure, smooth communication channel that is only possible in an open 
environment supported by participative management style. Besides, 
management is sure to lose many significant messages and early waming 
system, if it bents on autocratic style of leadership that blocks free flow of 
information. Autocratic leadership is also instrumental in creating and 
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supporting an environment that does not encourage innovation, 
entrepreneurship and risk taking essential in modem day banking. 
> There are many processes that only eat up precious organizational 
resources without their matching contributions. 
> There is scope for better designing and structuring of job profile and work 
processes and compression of inter departmental space (White Space). 
> Benchmarking as a viable organizational strategy is yet to take firm root. 
It is no denying the fact that there are opportunities for benchmarking 
exercises in almost every areas of the bank. 
> Locating benchmark performers and operationalizing such benchmark 
performance fi-om within the bank, fi:om out side the bank or fi:om outside 
the country is a critical necessity of the globalized competitive scenario. 
> Present day scenario demands incorporation of most relevant and 
dependable criteria in its performance management system keeping in 
mind organizational priority and necessity. 
> Clearly defined criteria, transparent measurement methods of 
performance supported by assessment by multiple raters will foster better 
executive performance, effectiveness and achievement. 
> Executive Performance Management System (EPMS) as a strategic and 
holistic management process is yet to take professional root in the bank. 
Therefore, introduction of Executive Performance Management System 
(EPMS) is a compulsion of any big organization like United Bank of India 
with utmost priority and care so that all components of the effective 
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performance management system are properly and systematically 
developed for the required level of hyper performance. 
5.2: Scope for Future Research 
Performance management is a new area for many of the organizations in India. It is 
absolutely new for the public sector banks in India. There is of course presence of some 
of the important variables of the system in isolation. There is no noticeable study in this 
field. A study of this nature is severely restricted because of the confidentiality of the data 
and difficulty of gathering information or responses from the bank personnel. 
But the scope of future research in this field is abundant. The present study is restricted 
with in a bank and within certain category of officers'. A comparative study on the 
performance management system prevailing in various public sector banks can enrich the 
findings of performance system in public sector banks. Further study with in public sector 
banks having cross border operation with Parent Coimtry National (PCN), Third Country 
Ik 
National (TCN) and Home country National (HCN) as their employees and the ways of 
their performance management system will surely enrich the reservoir of this type of 
research. 
Then there are international banks, Private sector banks and new generation banks with 
their state of the art performance management system. The study can be improved with 
related and combined studies with other types of banks discussed above. The study can 
be further enriched and extended if related studies in other financial sectors are aimed at. 
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Then there are many other factors that influence performance. They can be suitably 
studied and their impact on performance can be established. Besides, there is scope to 
study many of the individual components in full details. These components could be 
feedback and performance; coaching and counseling and performance; Motivational 
theory of language and its impact on performance; rewarding strategy and performance; 
rating by multiple raters and the impact on performance; managing individual 
performance in team performance; leadership style and its impact on organizational 
culture and performance; Human resource management and organizational performance-
theory and reality; the multidimensionality of performance; How to create supportive 
environment for hyper performance; performance measurement tool; performance 
measurement system. Benchmarking and performance, sources of competitive advantage 
and performance 
As a growing field performance management has ample scope for future research of 
diverse kind. The individual factors, components and their various combined relations 
offer the future researchers a very big ground for interesting study for new discoveries of 
diverse tastes. 
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Questionnaire 
Shambhu Nath Chowdhury Faculty of Management 
Studies & Research 
Research Scholar Department of Business 
Administration A.M.U. Aligarh-202002 
Dr. Asim Kumar De 
Research Guide 
Dear Friend, 
You are the pulsating heart and brain of your bank where the information, knowledge and 
wisdom of the banking sector lie.I need your valued opinion to carry out a research project on the 
'Executive Performance Management System (EPMS)' of your bank in a liberalized fast 
changing and highly competitive banking scenario which I do believe you would volunteer as per 
annexed questionnaire. I like to assure you that your responses would be kept strictly confidential. 
I strongly believe your unbiased and truthfiil opinion will surely guide me to arrive at and 
suggest better and more useful model of 'Executive Performance Management System (EPMS)' 
that may help you to combat with rapidly changing competitive environment. 
The success of the present study is completely dependent on your honest and prompt, 
thoughtfiil and truthful response only. 
With warm regards, 
'Shambhu Nath Chowdhury' 
1. Name: 
2. Designation 
3. Grade 
4. Sex 
5. Age 
6. Marital Status 
7. Place of posting 
8. Residential Address (optional) 
9. Phone number & E-mail address 
10. Academic Qualifications 
11. Professional Qualifications 
12. Computer skill 
13. Experience in years -.As officer: In other Category: 
•14. Preferred Posting : Branch D Administrative office D 
Thanks a million for your kind response 
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Kindly rank the variables by ticking the i^) skills sets that influence performance as per scales given 
under: 
SI 
[T] Strongly Agree §. Agree 0 Neither agree nor disagree [T] Disagree -2 Strongly disagree 
1 
1(a) 
1(b) 
1(c) 
1(d) 
1(e) 
1(0 
1(g) 
1(h) 
2 
2(a) 
2(b) 
2(c) 
2(d) 
2(e) 
2(f) 
3 
3(a) 
3(b) 
3(c) 
4 
4(a) 
4(b) 
5 
5(a) 
5(b) 
6 
6(a) 
6(b) 
6(c) 
6(d) 
6(e) 
6(f) 
7 
7(a) 
7(b) 
7(c) 
7(d) 
7(e) 
Statement 
Existing Structure of Executive Performance Management system (EPMS) 
Our bank's ecosystem (Customer, products & Services, reward system, technology, 
Organizational Structure & others) is connected and integrated 
i)PAS has processes for timely planning of goals and priorities 
ii)PAS has processes for coaching & counseling 
iii)PAS has processes for fair rating 
iv)PAS has processes for assessing 
v)PAS has processes for rewarding timely without discrimination 
vi)PAS has processes for accurate & timely feedback 
Various work cycles in bank are customer focused, efficient and effective 
Our bank encourages Entrepreneurship 
In our bank there are some jobs/processes that give no value but eat up resources 
1 keep myself always busy in urgent task completion 
I keep myself always busy in not urgent but important task planning 
PAS of our bank is capable of capturing and tracking all important performance areas 
Impact of Role Model on Executive Performance Management System 
1 assess my own performance before I evaluate my junior's performance 
My jimiors and I get needed resource (manpower & other tools) to do our task 
I document and take steps to remove difficuhies that limit performance of my juniors 
My superiors document & take steps to remove my difficulties for better performance 
My performance serves as a role model to my juniors 
The activities of my superiors serve as role models & motivate me for better 
performance 
Understanding Performance variables and Correlation among variables 
Skill is a major problem in performance 
Multiskilled people is the need of the hour 
I feel performance is a function of interaction between individual traits and Org culture 
Effects of Motivating language on performance & Satisfaction 
My superiors use motivating language(ML) that improves my performance 
Some superiors use of ML negatively affects performance as it is a leap service 
Leadership Style, Organizational Culture and Performance 
I believe leadership style has direct bearmgs on performance 
I believe leadership style has indirect bearings on performance through cultural change 
Organizational and Process Management (White Space Management) 
There are effective systems to obtain regular customer feedback 
There are effective systems to tracking actual performance 
There are effective systems to provide timely feedback for better performance 
There are effective systems for taking action for under performance 
Training Programmes in our bank do contribute in skill & knowledge development 
Programmes in our bank do contribute in real performance development 
Executive Performance Management Level 
I am satisfied with the quantity of my staff 
I am satisfied with the quality of my staff 
I have access to quantity and quality of information needed for effective decision 
mailing 
I believe that my job can be designed more meaningfully 
1 am satisfied with my role 
1 2 0 
1 2 
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7(f) 
7(g) 
7(h) 
7(0 
8 
8(a) 
8(b) 
8(c) 
9 
9(b) 
9(c) 
9(d) 
9(e) 
I am satisfied with my posting 
I am satisfied with promotion process 
I am satisfied with quantity of job 
I am satisfied with quality o fpb 
Benchmarking (Exercise on Best Practices) 
Our bank stresses on best quality of services 
Our bank stresses on highest per employee business 
There is a practice to locate the best performers & best practices to operationalize them 
Performance Planning (Hard Goal, Soft Goal and Contextual Goal) 
I am clear about the results I am expected to achieve 
I am clear about viours I am expected to demonstrate 
The results I have to achieve is specific, relevant and time bound 
The results I have to achieve is measurable 
I know my bank employs performance matrix for fair and objective measurement of 
performance 
Kindly rank the following variables by ticking the ( O 1 for Yes' or '2 for 'No' 
1 
2 
3 
4 
5 
6 
7 
7(a) 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 
21 
Tick 1 for yes and 2 for No 
Our bank should gain new services 
Our bank has required organizational design to achieve Org. Strategy (long term plan) 
Our bank encourages intelligent risk taking 
Our bank encourages and rewards irmovation 
In our bank VRS has been taken by low skilled low performers 
In our bank VRS has been taken by high skilled low performers 
In our bank VRS has been taken by high skilled high performers 
In our bank VRS has been taken by low skilled high performers 
I communicate my peers and subordinates on performance opportunities & constraints 
My superiors timely communicate my performance opportunities & problems 
My juniors have some skill and knowledge gap 
I have some skill and knowledge gap 
Conceptual skill is the most important skill requirement in the bank for performance 
Human relation skill is the most important skill requirement in the bank for performance 
Computer skill is the most important skill requirement in the bank for performance 
I feel better performance is a fiinction of Character 
I feel better performance is a fiinction of Commitment 
I feel better performance is a fijnction of Competence 
The dominant leadership style in our bank is Autocratic (Iron rule) 
The dominant leadership style in our bank is Participative 
I accept my target after mutual agreement 
I know the mission and vision statement of our bank 
1 2 
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